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Covad Communications Company ("Covad") respectfully submits this
Supplemental Brief on Qwest Corporation’s (“Qwest”) Change Management Process.
L INTRODUCTION
An effective change management process (“CMP”) — pursuant to which Qwest
communicates to CLECs system, process and product changes -- is an integral
component of competitors’ ability to compete in a meaningful manner with Qwest.! In
the absence of an adequate change management process, Qwest can 1mpose substantial

and anti-competitive costs and burdens on competitors by making changes to its products,

! In the Matter of Application of Verizon Pennsylvania, Inc., Verizon Long Distance, Verizon Enterprise
Solutions, Verizon Global Networks Inc. and Verizon Select Services Inc. for Authorization to Provide In-
Region, Inter LATA Services in Pennsylvania, CC Docket No. 01-138, App. C, {41 (Sept. 19, 2001)
(“Verizon Pennsylvania 271 Order’™).



processes, services and systems without providing CLECs with adequate notice,
opportunity to provide input, testing and documentation.? It is precisely because of these
concerns about Qwest’s ability to hinder and harm competition in the absence of an
effective and procedurally sound change management process that the “CMP redesign”
effort was undertaken.

As set forth more fully in Covad’s Brief on Qwest Corporation’s (“Qwest”)
Change Management Process, filed on January 18, 2002, this Supplemental Brief, and in
AT&T’s and WCom’s briefs on CMP, the CMP continues to be subject to additional
challenges by CLECs and is replete with procedural, process and documentation
deficiencies demonstrating that Qwest has not established an adequate plan to control
change. Covad will not repeat the facts and argument laid out in its January 18, 2002
Brief, but rather incorporates them as if fully set forth herein. Covad provides in this
Supplemental Brief only additional information obtained since January 18, 2002
regarding CMP that will permit the Commission to make a thorough and complete review
of the current status of CMP, and responses to Qwest’s Brief Regarding Change
Management (“Qwest Brief”).

IL. ARGUMENT

A, Qwest Has Not Resolved the Issues Associated with Production Support,
Which Is an Integral Component of an Efficient Systems CMP.

In its Brief, Qwest suggests that it has a fully functional production support
process in place and thus has an effective and complete systems CMP to the extent it
addresses production support. See Qwest Brief, p. 9. “Production support” is the phrase
used to describe the changes that are implemented by Qwest to correct defects in a

production version(s) of an OSS upgrade or release (which occurs regularly each year).

2 SBC Texas 271 Order, 1107,



The defects in the OSS release can include interrupted connectivity, failed transactions,
system crashes, degraded performance, data corruption, memory leaks, and/or
functionality not coded to specification. Thus, production support plays a critical role in
ensuring that the transition from one OSS version to the next is seamless and does not
negatively impact a CLEC’s ability to do business (all of which, of course, Qwest is free
from since it does not utilize the same OSS/gateways as CLECs do).

Contrary to the rosy impression conveyed by Qwest, there are numerous issues
that undermine the reliability of Qwest’s production support process. More specifically,
according to KPMG, the third party OSS tester for the thirteen ROC states, “Qwest has
not implemented a comprehensive and fully documented production support process to
address changes that correct failures in the production version(s) of OSS interfaces.” See
KPMG Exception 3112, attached hereto as Exhibit 1. Indeed, KPMG identified
numerous deficiencies, such as, inter alia, the lack of any (1) identified and verified
procedure for production support; (2) evaluation, categorization and prioritization of
production support procedures; (3) internal and external communication procedures
where production support is required; (4) escalation procedures; (5) testing procedures;
(6) documentation of management procedures; and (7) training procedures. Thus, the
deficiencies identified by KPMG are precisely the types of documentation and
procedures that must be in place in order for even a minimally adequate production
support process.

While Qwest has provided documentation to address some, but not all, of the
specific issues identified by KPMG in Exception 3112, KPMG has not yet reached any
conclusion that Qwest has corrected the serious deficiencies it identified. Moreover,

Qwest has failed thus far to provide any documentation showing that it has in place a

* For all Observations and Exceptions referenced as Exhibits to this Brief, Covad attaches only the most
recent version contained in the O&E log since there can be several responses to the initial report by both
Qwest and the party (KPMG, HP or Liberty) opening the observation or exception.



documented management procedure for production support or that it has ever trained any
of its employees as to the production support process needs, requirements and
deliverables. Consequently, there are still substantial problems with Qwest’s production

support process that must be corrected before Section 271 approval may be given.

B. Qwest Has Not Yet Resolved An Issue Relating to Escalation and Dispute
Resolution, Both of Which Are Critical Components of an Effective CMP.

Qwest also suggests that the parties have reached a complete and satisfactory
agreement on the CMP escalation and dispute resolution provisions. See Qwest Brief at
page 9. While the parties have reached an interim, tentative agreement on thesc
provisions, there is a critical ancillary issue that has yet to be resolved by the parties.
That issue has two facets — (1) who bears the burden of escalating or seeking dispute
resolution where a CLEC objects to a Qwest CR, see Covad Brief, pp. 18-19, and (2)
whether a Qwest CR, escalated or taken to dispute resolution, will be implemented
immediately or whether a stay will be put into place until the dispute is resolved. Id., pp.
9-14. These issues are not insignificant. As set forth more fully in Covad’s Brnief, Qwest
repeatedly and regularly has made changes that it implemented immediately and over
CLEC objection. While the parties continue to work on these issues, no agreement has
yet been reached, and no final agreement on the escalation and dispute resolution
provisions can be concluded until the burden and implementation issues are resolved.
The Commission’s hand must be equally stayed until such time as an agreement is
reached.

C. Qwest Has Not Closed the CMP COIL Issues.

1. Clarity and Accessibility of Qwest CMP Documents.

Qwest asserts that its CMP documents are clear and easily accessible via its web
site. That assertion is inaccurate and incorrect. First, as Exception 3112 points out, the
documents pertaining to production support are not clear and accessible since many of

them simply don’t exist or the documentation that does exist is only “cursory.” See



Exhibit 1, pp. 2-3. Second, KPMG’s Observation 3066, attached hereto as Exhibit 2,
identified another deficiency in Qwest’s CMP in that Qwest fails to provide all pertinent
information (documentary and otherwise) relevant to OSS point releases, notification
intervals for point release changes, and the process by which Qwest identifies CLEC
impacting changes. Third, KPMG concluded in Observation 3067, attached hereto as
Exhibit 3, that Qwest lacks “documented guidelines for prioritizing and implementing
CLEC-initiated system CRs.”  Tellingly, all of these Observations and Exceptions,
which deal specifically with the clarity and accessibility of Qwest’s systems CMP
documents, currently remain open.

Even more egregiously, Qwest’s contention that all CMP documentation is clear
and available and the CMP systems redesign is complete is belied by its own words. See
KPMG Exception 3102, attached hereto as Exhibit 4. In that Exception, KPMG stated
that Qwest’s “internal OSS interface change management documentation is inconsistent
and unclear.” Indeed, KPMG identified 7 (fifteen, including subparts) issues where
systems documentation was confusing, unclear, incomplete or completely absent. As
Qwest confessed in its most recent response to Exception 3102 on February 14, 2002, it
still had to provide documentation on five of the fifteen subparts, and of those five, three
would be addressed “following completion of the systems portion of the CMP
Redesign.” Id., p. 20. Thus, the systems CMP still suffers from significant deficiencies
(which require additional substantial work) that preclude any approval of Qwest’s

Section 271 application at this time.

2. Qwest Has Not Resolved All Issues Related to the Escalation and
Dispute Resolution Processes or Qwest Generated CRs.

See Section II{B), above.

3. There Is No Evidence that CLECs Have Had Input into the
Development of CMP.

See Covad Brief, pp. 8-18, and pages 3-4, supra and pages 6-8, infra.



4. Process for Notification of CLECs and Adequacy of Process.

Qwest suggests that the notification issue pertains only to product and process.
See Qwest Brief, p. 12. Qwest’s suggestion i1s wrong. While the more appalling
examples of Qwest’s proclivity of imposing anti-competitive burdens on CLECs come
through its failure and refusal to provide adequate notice of product and process changes,
as Covad pointed out in its January 18, 2002 Brief, the notice issue includes notification
of systems changes as well. See Covad Brief, p. 17.

Moregover, in a very recently opened Exception, KPMG identified numerous
instances in which Qwest failed to provide timely, clear or adequate notice of systems
changes. In the month of December 2001 alone, for example, Qwest had nine system
notifications in which the date of notification was earlier than its actual distribution; ten
instances of late notice of system changes; and eight examples of inadequate notification
of planned system outages. See Exception 3110, attached hereto as Exhibit 5. Thus,
Qwest’s ability to provide timely and adequate notice of system changes is also in
question, and precludes any finding that Qwest’s CMP currently is Section 271 compliant
or that Qwest has demonstrated a pattern of compliance with the agreed upon systems

CMP provisions.

D. Qwest Should Not Be Permitted to Classify as Regulatory CRs Changes
Designed to Bring Qwest into Compliance with Performance Measures.

Covad concurs in AT&T and WorldCom’s briefs on this issue.

E. Qwest’s Change Management Process Does Not Satisfy Its Obligations
Under Section 271.

As set forth more fully in Covad’s January 18, 2002 Brief, Qwest’s CMP is
wholly insufficient to satisfy its obligations under Section 271 of the Act. In addition to
grounds set forth in the Brief, Covad provides the following facts and arguments, which

also demonstrate that Qwest’s CMP is not Section —-271 compliant.



1. Qwest’s CMP Information Is Neither Clear nor Accessible.

See Section II(A), II(C)(1) and II(C)(4), above.

2, CLECs Have Not Had Substantial Input in the Design and Continued
Operation of CMP.

See Sections III(A) and III(C), above, and Covad’s Brief at pp. 8-24.

There is additional evidence demonstrating that Qwest’s CMP is not yet Section
271 compliant because CLECs have not had substantial input into the design and
continued operation of CMP. Had CLECs had such “substantial input”, there never
would have been cause for KPMG to open Exception 3111, attached hereto as Exhibit 6,
in which 1t found that Qwest internal and external documents lack a definition or
description of the roles and responsibilities of Qwest software development staff
specifically responsible for the analysis of CLEC-imitiated systems CRs. This is not just
a “paper issue”; as KPMG opined:

KPMG Consulting deems the existence of defined roles and
responsibilities for groups such as the IT staff, internal boards,
external  vendors, and Wholesale Change Management
representatives to be indicative of whether or not a fully functional
process is in place. KPMG Consulting recognizes that, prior to the
CMP Redesign, Qwest operated a former process, referred to as the
Co-Provider Industry Change Management Process (CICMP), and
that, therein, established procedures for considering the CLEC-
assigned prionity of a change request in relation to such factors as
available resources and Qwest-initiated priorities may have existed.
KPMG Consulting would expect Qwest to be able to provide some
information independent of CMP Redesign status that explains the
functions of personnel who are responsible for evaluating CLEC-
initiated CRs, as well as any guidelines used to carry out work
assignments. This issue is unresolved. Id., p. 7 (italicization added;
underlining in original).

Even more critically, KPMG also identified numerous other deficiencies that
delay and negatively impact the consideration and implementation of CLEC systems
CRs, including (1) Qwest’s failure to provide CLECs with information as to how it

allocates resources for CLEC system CRs; (2) Qwest’s software team does not perform



detailed analyses of CLEC system CRs; (3) Qwest fails to document the level of and
criteria for effort dedicated to individual CLEC CRs; and (4) Qwest documents lack
information on the manner in which Qwest identifies CR package options for software
releases.

All in all, the fact that these issues exist lead KPMG to conclude that:

The lack of established and documented development criteria, and a
clear process for Qwest resource allocation for wholesale OSS, may
result in the Qwest software development teams’ overlooking and/or
ignoring CRs deemed important to CLECs, as determined by the
results of the prioritization process. Failure on the part of Qwest to
attend to CRs that CLECs deem critical to their business operations
in a timely manner may result in lengthy delays in implementing
these changes. This may prevent CLECs from receiving important
order and pre-order functionality, thus inhibiting their ability to
compete in the local exchange carrier market. Id., p. 7.

This identified lack, and the consequent impact on CLECs’ business operations, leads to
the obvious conclusion that Qwest’s process and procedure for CLEC-initiated systems
CRs are not yet fully defined, developed and implemented. A necessary corollary of this
is that CLECs cannot have had substantial input into the CMP processes for CLEC-
initiated systems CRs because had such input occurred, the issues identified by KPMG
would not exist. To state the corollary is to demonstrate its correctness. Accordingly,
Qwest does not yet have a Section 271 compliant systems CMP.

3. CMP Does Not Define a Procedure for Timely Reselution of CMP
Disputes.

See Sections II(B), above, and Covad’s Brief at pp. 8-14 and 18-19.

4. Qwest Has Not Demonstrated a Pattern of Compliance.

As Qwest acknowledges, a key component of the FCC’s review of Qwest’s CMP
is whether Qwest has “demonstrated a pattern of compliance” with its own CMP. Qwest

Brief, p. 15. While Qwest claims that it has shown a pattern of compliance, i, p. 18,



nothing could be farther from the truth. As KPMG opined in Exception 2003, attached
hereto as Exhibit 7, “Qwest does not follow 1ts established release notification schedule
when implementing IMA releases, and does not provide complete and accurate
information in its release notifications to enable co-providers to prepare adequately for
certification and implementation of new releases.” Id., p.1. While Qwest initially
deflected any further KPMG scrutiny by stating that these issues would be addressed in
the redesign effort, Qwest recently conceded that several of the issues had yet to be
addressed in the redesign effort. Id., pp. 6-7. Thus, if the issues have yet to be
addressed, Qwest cannot, as a matter of fact or law, have demonstrated a pattern of
compliance with the processes and procedures by which Qwest is supposed to comply
when implementing IMA releases. See also Section II(C), above.
F. A Section 271 Review of CMP Must Include Product and Process.

CLEC:Ss are not alone in their position that Qwest’s product and process CMP is an
appropriate subject of Section 271 scrutiny. As KPMG pointed out in Exception 3094,

attached hereto as Exhibit &:

CMP is an essential element of ongoing CLEC business operations
and of the Qwest-CLEC business relationship. Because it governs
an important part of all CLEC interaction with Qwest, KPMG
Consulting would expect at a minimum, that Qwest CMP would
feature the following functions:

oQwest notifies CLECs of all CLEC-impacting changes with
complete information and sufficiently in advance of such changes;

oCMP includes the procedures through which Qwest takes into
consideration the feedback from CLECs on all proposed CLEC-
impacting changes; and

oCLECs have the opportunity to modify, discuss, and escalate
issues encountered with proposed changes.

Because Qwest’s CMP currently does not include these three elements for systems,

product and process, KPMG concluded that Qwest’s CMP would “nor satisffy]” the



criteria for the Section 271 OSS tests. Indeed, KPMG made clear that Qwest’s CMP was
ineffective in resolving disputes and ‘“lack[] a defined and documented change
management process,” id., p. 16, and thus, as a matter of law, Qwest’s CMP does not
meet the FCC’s criteria for an acceptable process for change control.

Compounding the ineffectiveness of Qwest’s CMP —~ regardless of whether the
focus is systems, product or process, is Qwest’s failure to provide adequate, timely or
accurate notice to CLECs of all three categories of change. As KPMG pointed out in
Exception 3110, see Exhibit 5, for all categories of change, KPMG documented in
December 2001 alone numerous instances in which Qwest provided (1) untimely notice;
(2) notice containing incorrect topics in the email headline; (3) late notice of system
changes; (4) an inadequate interval for planned outage notices; (5) inadequate
information; and (6) lack of adequate tracking and verification. Consequently, as KPMG
concluded, Qwest’s failure to provide sufficient and adequate notice may result in
“CLEC operational inefficiencies, thereby reducing CLEC profitability and impacting the
CLEC’s ability to competed in the Local Exchange Carrier market.” /Id., p. 5. Thus,
regardless of whether evaluated under Checklist Item 2 or under the public interest
standard of the Act, Qwest’s CMP is not compliant because of well-documented

problems that result in an anti-competitive burden being placed on CLECs.

III. CONCLUSION
For the reasons set forth more fully above and in Covad’s Brief on Qwest
Corporation’s (“Qwest”) Change Management Process, the Commission should find that
Qwest has not yet developed, implemented and demonstrated compliance with a Section
271 sufficient change management process. Qwest’s application for Section 271 relief in

this State cannot be approved at this time.
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RESPECTFULLY SUBMITTED this 19th day of February, 2002.

By

K. Megan Doberneck

Senior Counsel

COVAD COMMUNICATIONS COMPANY
7901 Lowry Boulevard

Denver, Colorado 80230

720-208-3636

720-208-3256 (facsimile)

e-mail: mdoberne{@covad.com

and

GALLAGHER & KENNEDY, P.A.

Todd C. Wlley, Esq.
2575 East Camelback Road

Phoenix, Arizona 85016-9225
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP3112

QOwest Internal Tracking 1D TI 829

Observation/Exception Title: 0SS Interfaces

Test Type/Domain: Test 24 - Interface Dvlpmnt & Relationship Mgt
Date Qwest Received: 01/30/2002

Initial Response Date: 02/13/2002

Test Incident Summary:

An exception has been identificd as a result of test activities associated with the Change Management
Review, MTP Test 23, and Wholesale Systems Help Desk (WSHD), MTP Test 24.7.

Exception:

Qwest has not implemented a comprehensive and fully documented production support process to address
changes that correct failures in the production version(s) of OSS interfaces.

Background:

Production support changes address defects in the production version(s) of an O88 interface. Such defects
may include intcrrupted connectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specification.

The purpose of a production support process is to quickly and effectively restore critical production
components by repairing defects or implementing temporary work-around processes. This process would
also include the implementation of a tactical plan to complete restoration of normal production capabilities.
For critical situations, the standard software release intervals associated with the established Change
Management Process (CMP) are considered too long to implement corrective changes,

KPMG Consulting would expect a comprehensive and fully documented production support process to
include the following sub-procedures and essential ¢lements:

Identification and verification procedures;

Evaluation, categorization, and prioritization procedures;

Internal and external communication procedures;

Status tracking and reporting procedures;

Escalation procedures;

Restoration and closure procedures;

Testing proccdures, including support for defects observed in test environments;
Documentation management procedures; and

Training procedures.

HFEZoMmoOw>

Issue:

KPMG Consulting has observed that Qwest does not have a documented production support process in
place to resolve time-sensitive production supgort issues and changes. KPMG Consulting formally
identified this issue in Obscrvation 3052. In response, Qwest provided KPMG Consulting with documents

ROC_TI829_EXP3112_Formal Response_02_13_022/15/2002 - 10:25 AM
Qwest Communications, Inc. Page 1 of 3



ROC Observation & Exception Formal Response

that specify OSS contingency plans. KPMG Consulting reviewed Qwest documentation, and determined
that Qwest does not have a distinct, consolidated process document to address the issue in question.'

Impact:

In the abscnce of a comprehensive and fully documented production support process, CLECs do not have
assurance that failures in the production version(s) of OSS interfaces can be corrected efficiently and
effectively. The absencc of these defined corrective measures can lead to downtime, mis communication
about the status of an interface system outage or issue, and delays in critical systems resolutions, which can
negatively impact CLECs” business operations,

Appendix A

Production Support Matrix
KPMG Consulting reviewed the following Change Management Process documents for the existence af the
nine critcria that are outlined in the Background section of this Exception:

*  Co-provider Industry Change Management Process (CICMP) document?

o IMA Change Management Document?

e Master Redlined CMP Redesign Produciion Support Language — 12/11/2001 Hand

e Master Rea’-slined CLEC-Qwest CMP Re-Design Framework — Interim Draft dated
12/10/2001.

Production Support Matrix

Reference Production Support Sub- | Effective CICMP® Proposed Redline CMP’

Criteria Process

A Identification and Not documented/missing Not documented/missing
verification procedures

B Evaluation, categorization, | Prioritization document not TI676-A section 1.4 provides
and prioritization finalized; CLECs and Qwest still | cursory review of prioritization
procedures determining how prioritization of | process

low severity, Type 1 category
changes are to be prioritized.

C Internal and external Executive summary, section LIIT, | TI676-A sections 1.5 and 1.6
communication procedures | ILI, and III cover communication | provide cursory review of
without specific details about communication requircments.

Production Support. No reference
made to Production Support types

'n its response dated 12/28/2001, Qwest stated that “cach Qwest back-end system will follow its own
process for problem resolution and prioritization of fixes and communicate status back to the Help Desk.”
KPMG Consulting interprets this to mean that Qwest lacks a single, operational system to address
?roduction support issues.

The CICMP Document dated 5/11/2001 represents the CMP document in place before the start of CMP
Redesign. It is located at http:/‘www.qwest.com/wholesale/emp/whatisernp html.
¥ The IMA CMP Document dated 11/01/01 and defines the process through which Qwest prioritizes and
processes Change Requests for IMA software releases.
% The redline document is located at http://www.qwest.com/wholesale/cmp/redesign htpl
* The redline document is located at ittp://www qwest.conywholesale/emp/redesign html
% Effective documentation such as CICMP (05/14/01), Bscalation (12/01/00), Qwest RN Enhancements
(12/06/00), and Industry Team CR Prioritization (12/01/00) are available at
http;//www. gwest.com/wholesale/cmp/whatisemp.html
7 Proposed redline documents change frequently. The current draft documentation is available at
http:/Awww . gwest.com/wholesale/etnp/redesign.himl

ROC_TI829_EXP3112_Formal Response_0(2_13_022/15/2002 - 10:25 AM
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ROC Observation & Exception Formal Response

of changes.

Status tracking and
reporting procedures

Section ITLVIIL6 covers CR and
RN databases, not Trouble
Tickets or Production Support

TI676-A section 1.3 provides
cursory review of reporting
processcs

Escalation procedures

Escalation document covers CRs
but not Production Support

Not documented/missing

Restoration and closure
procedures

Not documented/missing

Not documented/missing

Testing procedures,
including test
environments

Not documented/missing

TI676-B section “Joint Testing
Period” provides cursory review of
the testing process

Documentation
management procedures

CICMP document executive
summary, section 111, and section

Not documented/missing

IILILS define a number of
document requirements.
However, no specifics are
provided.

I Training procedurcs Not documented/missing Not documented/missing

Qwest Formal Response:

In the 01/24/02 response to EXP 3102, Qwest committed to provide an integration document to KPMG by
February 7,2002. This document has been provided to KPMG via the usual data request process. The
Integration Document addresses criteria A and criteria C — G outlined by KPMG in the “Background”
section of this exception.

Criteria B refers to evaluation, categorization, and prioritization procedures. The Wholesale CMP
prioritization document has not been finalized, pending the completion of CM P Redesign. This portion of
the redesign effort is anticipated to be completed by February 19, 2002. Qwest will provide an update on
the status of this item by February 22, 2002.

Qwest is in the process of making revisions to the Integration Document that address documentation

management procedures and training procedures identified in criteria H & I above. Qwest will provide an
updated version of the Integration Document by February 22, 2002 that will address criteria H and L.

Attachment(s): None
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OBSERVATION 3066 — SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 24, 2002

OBSERVATION REPORT

An observation has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23.

Observation:

Qwest does not consistently employ the defined Change Management Process
(CMP) to exclude CLEC-impacting system changes from point release versions of
the Interconnect Mediated Access (IMA) interface.

Background:

IMA is a Qwest system that enables CLECs to access local telephone service elements of
the Qwest network and Operations Support Systems. It automates the process by which
Local Service Requests submitted by CLECs are used to create service orders.

west nas defined two types ¢ release implementations ,Wlt attributes as tollows:
has defined yoes of IMA release implementations', with attribut foll

Major releases (e.g., IMA 8.0) —
¢ Add functionality to systems and processes;
e Scheduled three times per calendar year; and
e Changes are subject to the prioritization process.

Point releases (e.g., IMA 8.01) —
» Only concern back-end systems;
* Augment functionality disclosed in major releases; and
e Changes are not subject to the prioritization process.

In the context of the monthly CMP meeting and CMP Redesign Process, Qwest has
stated that point releases do not require CLECs to make system or process changesz.
Unlike change requests that comprise major system releases, point release changes are
not subject to the prioritization process.

! Refer to page three of the draft meeting minutes for Qwest’s 10/30/2001-11/1/2001 CMP Redesign
session. At that meeting, Jeff Thompson, Qwest’s IT Director of ASR and Center Efficiency Processes,
explained to CLEC participants the differences between a major release and a point release.

? See meeting minutes for Qwest’s 10/16/2001 and 10/30/2001-11/1/2001 CMP Redesign working
sessions, respectively, and meeting minutes for the 10/18/2001 Systems CMP Meeting at
http://www.qwest.com/wholesale/cmp/teammeetings.html.

01/26/2002
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OBSERVATION 3066 — SECOND RESPONSE
Qwest OSS Evaluation

1ssue:

Qwest does not consistently apply the defined CMP for CLEC-impacting system changes
for point releases to the IMA interface. KPMG Consulting has observed at least two
examples of point release changes that required, or would have required, a number of
CLECs to make internal changes, such as employee training and process enhancements:

1. Qwest implemented changes to a backend database in IMA 6.01, and did not
inform CLECs of the changes. This implementation resulted in CLECs” inability
to process orders.’

2. A more recent instance involves Change Request (CR) 25152% in IMA 8.01.
Qwest presented this GUI-only change at the monthly Systems CMP meeting on
QOctober 18, 2001, and announced that the change would be implemented on
November 19, 2001. Qwest removed this CR from IMA 8.01 in early November,
after CLECs Allegiance, AT&T, and Eschelon raised concerns about this issue,
stating that the CR was CLEC-impacting.’

Furthermore, it does not appear that clearly defined, documented Qwest processes or
procedures exist to ensure that all CLEC-impacting IMA changes are identified and
submitted for CLEC voting, as part of the prioritization process.

Impact:

The absence of a defined process for identifying CLEC-impacting changes, combined
with inconsistent use of the documented CMP process, makes it difficult for CLECs to
prepare for and respond to Qwest point releases. This exposes CLECs to unnecessary
risks from changes that could impact their business operations and service to end-use
customers.

Question:

What steps will Qwest take to ensure that CLEC-impacting systems changes are
identified and communicated to CLECs through the CMP process?

3 This issue led to the HP filing of Exception 2007.

4 CR#25152 “Enhancements for Appointment Scheduler” will require a CLEC to schedule an LSR
appointment based on Qwest’s resource availability.

% See the meeting minutes for the 10/18/2001 Systems CMP Meeting and Action Item #366 in the
[1/15/2001 Systems CMP Distribution Package at
http:/fwww.qwest.com/wholesale/downloads/2001/011109/November [S Package.pdf

01/26/2002
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OBSERVATION 3066 —- SECOND RESPONSE
Qwest OSS Evaluation

Qwest Formal Response (12/20/01):

Qwest and the CLECs have already reached intetim agreements on numerous processes
associated with CLEC-impacting systems changes including those related to point
releases. These agreements are documented in the Master Redlined CLEC-Qwest CMP
Re-design Framework — Revised 12-10-01,
http://www.qwest.com/wholesale/cmp/redesign.html, include:

o CR origination processes for Qwest and CLEC OSS Interface CRs
Introduction of a New OSS Interface

Changes to an Existing OSS Interface

Retirement of an OSS Interface.

Qwest and the CLECs have agreed to implement these processes coincidentally with the
implementation of the IMA 10.0 release in June 2002. Qwest and the CLECs will
continue to collaboratively monitor and refine these processes through CMP.

Qwest and the CLECs are currently negotiating the Qwest Proposed Prioritization
Language to document a process that will ensure that CLECs will have an opportunity to
rank CLEC and Qwest submitted CRs. The Redesign Team is also negotiating provisions
within the Qwest Proposed Prioritization Language to allow CLECs to prioritize
Regulatory and Industry Guideline CRs, provided that the prioritization of these does not
cause them to miss their mandated implementation dates. This language is scheduled for
discussion at the January 22, 2002 CMP Re-design Meeting. Additionally, the Re-
Design team continues to work toward collaboratively, and formally, addressing the
definition of major and point releases.

To ensure that these agreed to processes are implemented quickly and effectively, Qwest
is developing internal CMP training that is mandatory for Qwest IT personnel who work
with systems that impact the CLECs.

KPMG Consulting’s Firs¢ Response (01/06/02):

KPMG Consulting reviewed Qwest’s response and identified the following issues:

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design
Framework that indicates and explains how Qwest-initiated point-release changes
are subject to the prioritization process. It is unclear how much information
Qwest communicates to CLECs about point-release changes, and how Qwest

01/26/2002
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OBSERVATION 3066 — SECOND RESPONSE
Qwest 0SS Evaluation

systematically identifies all CLEC-impacting changes and submits them for
CLEC voting, as part of the prioritization process.

2. KPMG Consulting requests that Qwest provide related documentation for
validation and verification of CMP training for Qwest IT personnel.

Owest Response to KPMG Comments (01/14/02):

The following response addresses the two issues raised by KPMG in their response dated
January 6'%, 2002. KPMG’s issues have been replicated in Jzalics for case of reading.

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design Framework
that indicates and explains how Qwest-initiated point-release changes are subject to
the prioritization process. 1t is unclear how much information Qwest communicates
to CLECs about point-release changes, and how Qwest systematically identifies all
CLEC-impacting changes and submits them for CLEC voting, as part of the
prioritization process.

Upon further review, Qwest has determined that the Master Redline document does
not address the point release issues identified by KPMG in this observation. This is
because Qwest and the CLECs have not yet agreed to the prioritization language that
will be included in the Master Redline document. The CLECs and Qwest should
finalize the prioritization language during the next CMP Redesign Meeting scheduled
for January 22-24, 2002.

Point Releases were discussed in the October 30", 2001 CMP Redesign Meeting.
During that session, Jeff Thompson (Qwest IT) defined a point release as follows: “a
point release is a Qwest release that has no impact to CLEC code on the interface
(excluding previously disclosed changes) and could include a fix for bugs introduced
in the major release.” He further explained that ‘@ point release could be changing
something in the GUI only, or implementing a code change Qwest had included in the
release but that had not been activated in the major release.” (CMP Re-Design
Meeting October 30 - November 1 Final Minutes - 11-30-01, page 3, paragraph 2,
hitp://www.qwest.com/wholesale/downloads/2001/011130/CMP_Redesign Meeting_
Oct_30-31 Nov_| Final Minutes.do¢) Qwest and the CLEC community have
agreed that “Point Release[s] may not be CLEC code impacting, but may affect CLEC
operating procedures. The purpose of a point release is to fix bugs introduced in
previous releases, implement technical changes, make changes to the GUI, and
deliver enhancements disclosed for a prior major release that could not be delivered
in the timeframe of that release.” (Qwest Proposed TERMS Language - 11-30-01,
http://www.qwest.com/wholesale/downloads/2001/011206/Qwest_Proposed_TERMS
_Language-11-30-01.doc)

01/26/2002
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OBSERVATION 3066 — SECOND RESPONSE
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Qwest communicates all changes impacting the CLEC community via the defined
CMP procedures. If a point release does not contain changes that impact the CLEC
code it may not go through the CMP. However, all point releases will comply with
the standard IT notification requirements. Although the CMP is now being redefined,
CLEC notification currently includes 1) discussion of the change during the regularly
scheduled CMP meetings and 2) publication of the changes in the release notes.
Qwest will comply with all approved modifications to CMP notification
requirements.

Qwest and the CLEC community have had and continue to have an ongoing dialogue
regarding what constitutes a CLEC-impacting change. It is anticipated that a
common understanding will be reached through the CMP Redesign.

. KPMG Consulting requests that Qwest provide related documentation for validation

and verification of CMP training for Qwest IT personnel.

To be submitted as a confidential data request attachment is a PowerPoint document
which contains the Wholesale Change Management Process (CMP) Training Module

1. To date, 9232 Qwest employees and contractors have taken part in this training.
Of those having taken part in the training, 1342 are members of the IT staff.

Additional training is under development and will be provided as the CMP Re-design
progresses.

Attachment(s): Confidential DR to be filed
KPMG Consulting’s Second Response (01/24/02):

KPMG Consulting confirms that it received the referenced PowerPoint document, which
contains Wholesale CMP Training Module 1 used to train Qwest [T personnel. KPMG
Consulting reviewed the document, and found that it contains a high-level overview of
CMP. Based on information from this document, and from Qwest’s January 14, 2002
response, KPMG Consulting understands that Qwest is committed to continuing to
update and develop CMP training for its employees in the future.

KPMG Consulting reviewed Qwest’s response, and understands that point release
changes are not necessarily subject to the CR prioritization process. Nevertheless, the
foliowing issues, which were identified in KPMG Consulting’s First Response, dated
January 6, 2002, remain unresolved:

o The amount of information that Qwest communicates to CLECs about point-
release changes;

o The notification intervals for point-release changes; and

o The process by which Qwest systematically identifies all CLEC-impacting
changes.

01/26/2002
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KPMG Consulting introduced two examples in this Observation to illustrate that the
changes in question had, or would have had, a material impact on the CLECs’ ability to
process orders. This appeared to conflict with the Qwest-provided definition of point
releases, which states that they concern changes that only apply to back-end interface
systerns and should not affect CLEC’s ability to process orders.®

KPMG Consulting attended the Change Management Process Re-design meetings on
January 22 and 23, 2002. KPMG Consulting will continue to gather information related

to point release changes from future Re-design sessions.

KPMG Consulting recommends that this Observation remain open pending
resolution of the above issues.

Attachment(s): None

5 During a KPMG Consulting interview on September 25, 2001, Mark Routh, then CMP (Systems)
Manager, stated that, “Point release changes add functionality disclosed in major releases but only concern
back-end systems.” This definition is consistent with subsequent Qwest descriptions of point rcleases
during CMP Redesign meetings.

01/26/2002
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OBSERVATION 3067 — SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 30, 2002

OBSERVATION REPORT

An observation has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23.

Observation:

Qwest Systems Change Management Process (CMP) lacks guidelines for
prioritizing and implementing CLEC-initiated systems Change Requests (CRs).

Background:

The Qwest Systems CMP is the method used by both Qwest and CLECs to implement
changes to Qwest wholesale OSS interfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of
all proposed changes. CLECs participate in the CR Prioritization Process to vote on CRs
that have been submitted by both Qwest and CLECs.! The outcome of this CR
Prioritization Process determines if CRs deemed critical to CLEC business operations
will be included in an upcoming OSS release.

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing
CLEC-initiated systems CRs. KPMG Consulting reviewed existing Qwest
documentation, including the Co-Provider Industry Change Management Process
(CICMP) Document and the CICMP — CR Prioritization Process Document®, and noted
the following:

¢ Qwest documents lacked information on the roles and responsibilities of Qwest
staff involved in the analysis of CLEC-initiated systems CRs;

* Qwest documents lacked information on how Qwest allocated available resources
(capacity) for all systems CRs to be included in an OSS release;

e Detailed business analyses and system analyses from the Qwest software
development team were not performed for all CLEC-initiated CRs;

e Qwest documents lacked definitions and criteria for the Level of Effort (formerly
known as “T-shirt size”) assignment for individual CRs; and

! In the context of CMP Redesign, Qwest and CLECs have not yet agreed or whether or not regulatory and
industry guideline CRs are subject to the CR Prioritization Process.
? The CICMP Document and CICMP — CR Prioritization Process Document, located at

www.qwest.com/wholesale/cmp/whatiscmp.html, represent the most recent Qwest documents relevant to

the CR Prioritization Process prior to the initiation of CMP Redesign.

01/31/2002
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OBSERVATION 3067 — SECOND RESPONSE
Qwest OSS Evaluation

s  Qwest documents lacked information on how Qwest identified CR package
options for a software release that it recommended to CLECs, following the CR
Prioritization Process.

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no
assurance that all CRs receive a thorough assessment from the Qwest software
development team. In addition, it is unclear how Qwest allocates resources for the
wholesale OSS to accommodate CLEC business needs, and how Qwest estimates the
resources required to complete individual CLEC-initiated CRs. Failure on the part of
Qwest to attend to CRs that CLECs deem critical to CLEC business operations in a
timely manner may result in lengthy delays in implementing these changes. In fact, the
limited capacity that Qwest allows for each release may categorically prevent the
implementation of some CRs.

Owest Formal Response (12/20/01):
Qwest responses to the 5 KPMG stated issues.

1. “"QOwest documents lacked information on the roles and responsibilities of Owest
staff involved in the analysis of CLEC-initiated systems CRs.”

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft - Revised 12-10-01, located at
http://www.qwest.com/wholesale/cmp/redesign.html, will further illuminate the process,
roles and responsibilitics of Qwest personnel during the preliminary evaluation and
subsequent prioritization of CLEC-initiated systems CRs.

2. “Qwest documents lacked information on how Qwest allocated available
resources (capacity) for all systems CRs to be included in an OSS release.”

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose
this business information to the CLECs. This issue will be resolved and included in the
Qwest Proposed Prioritization Language when it 1s accepted by the Re-design Team.

3. “Detailed business analyses and system analyses from the Owest software
development team were not performed for all CLEC-initiated CRs.”

Detailed business and systems requirement development occurs after the CLECs and
Qwest prioritize the list of CLEC initiated CRs pursuant to the Co-Provider Industry
Change Management Process document, Section IV. Additionally, the Qwest Proposed
Prioritization Language, collaboratively written by Qwest and the CLECs, but not yet
adopted by the Re-design Team, details the following:

01/31/2002
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e There is insufficient space to include all CLEC initiated CRs in the upcoming
release. The prioritization process channels the business and system requirements
development effort,

e The business and system requirement development effort begins with CRs at the
top of the prioritization list and continues down the list until all available
development resources are exhausted.

e Business and systems requirements are developed for more CRs than can
ultimately be included in the release.

4. “Qwest documents lacked definitions and criteria for the Level of Effort (formerly
known as “T-shirt size '} assignment for individual CRs. "

The Co-Provider Industry Change Management Process document does not have specific
definitions for Level of Effort. However, in the Master Red-Lined CLEC-Qwest CMP
Re-Design Framework Interim Draft - Revised 11-29-01 the following language has been
agreed to in the CLEC-Qwest OSS Interface Change Request Initiation Process section:

“Identification of the preliminary level of effort (S, M, L, XL) required to implement the
CR.

* Small - requires changes to only one subsystem of a single system
Medium — requires changes to 2 or more subsystems of a single system

¢ Large — requires changes to 2 or more systems or complex changes in multiple
subsystems of a single system

o Extra Large — requires extensive redesign of at least one system.”

Additionally, Qwest and the CLECs are currently negotiating a refined preliminary Level
of Effort criteria based on a rough estimate of the number of people-hours necessary to
complete a CR.

5. Qwest documents lacked information on how Qwest identified CR package
options “for a software release that it recommended to CLECs, following the CR
Prioritization Process.”

The CLEC-Qwest OSS Interface Change Request Initiation Process section of the Master
Red-Lined CLEC-Qwest CMP Re-Design Framework Interim Draft - Revised 12-10-01
provides the following language which has been agreed to by the CLECs and Qwest:

“At the monthly CMP meeting following the completion of the business and
system requirements, Qwest will conduct a packaging discussion, which may
include packaging options based on any affinities between candidates on the
release candidate list. The newly packaged list of CRs will be used as the release
candidate list during the design phase of a release. At the monthly CMP meeting

0113172002
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following the completion of design, Qwest will commit to a final list of CRs for
inclusion in the release.”

KPMG Consulting’s First Response (01/04/02):
KPMG Consulting reviewed Qwest’s responses, and identified the following issues:

1. KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design
Framework document but is unable to identify information therein that describes
the roles and responsibilities of Qwest staff who conduct business and system
analyses of CLEC-initiated systems CRs.

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests
that Qwest provide related documentation for review, once it is finalized,

3. KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-
prioritized CRs may be included in a given, upcoming release. It is thus critical
that Qwest’s software development team conducts a thorough assessment of all
CRs, and provides CLECs with adequate information (see the following
paragraph) so that CLECs are able to make informed decisions about al{ CRs
during the prioritization process.

4. Based on the definitions of the preliminary levels of effort (S, M, L, and XL),
KPMG Consulting could not quantify the amount of work performed by the
Qwest software development team, or the total amount of work required for each
software release. It is unclear how the above specifications would inform CLECs
of the overall capacity of a given, upcoming release, and enable CLECs to make
informed decisions on the bases of interdependences, as well as tradeoffs, among
numerous CRs, during the prioritization process.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria
that Qwest software developers utilize to identify affinities between candidates.

Qwest Response to KPMG Comments (01/14/02):

The following response addresses the five issues identified by KPMG in their response
dated Januvary 4" 2002. KPMG’s issues have been replicated below in talics for ease of
reading.

1. KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design
Framework document but is unable to identify information therein that describes the

roles and responsibilities of Qwest staff who conduct business and system analysis of
CLEC-initiated systems CRs.

0173172002
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There has been no definitive discussion in CMP Redesign sessions to include a
detailed description of the roles and responsibilities of Qwest staff who do not
interface directly with CLECs on CMP functions, including those who conduct
detailed business and system analyses of CLEC-initiated systems CRs. However,
once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft will further describe the process, roles and
responsibilities of Qwest personnel who participate in the preliminary evaluation and
subsequent prioritization of CLEC-initiated systems CRs.

As stated in Qwest’s initial response, this text is not included in the Master Redline
document because it has yet to be reviewed and approved by the CMP Redesign
team. A draft of the text is contained in the document Qwest Proposed Managing the
CMP Language - Revised 11-20-01 which is located in the Redesign Documentation
section of the Qwest CMP Redesign Web site.
(hitp://www.qwest.com/wholesale/downloads/2001/011121/PrpManagingCMPLang.
doc).

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that
QOwest provide related documentation for review, once it is finalized.

Qwest will continue to publish completed and accepted Redesign documentation in
the form of the most recent update of the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft. This document is available on the Qwest CMP
Redesign Web site, http://www.qwest.com/wholesale/cmp/redesign. html.
Additionally, Qwest distributes an email message containing all Redesign
documentation, agreed-to and proposed, before and after each Redesign session.
KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for January 22 through 24'", 2002. The findings
should be documented by January 28™ 2001. If that timetable is met, KPMG will
receive the revised documentation no later than January 29", 2002.

3. KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-
prioritized CRs may be included in a given, upcoming release. It is thus critical that
QOwest’s software development team conducts a thorough assessment of all CRs, and
provides CLECs with adequate information (see the following paragraph) so that
CLECs are able to make informed decisions about all CRs during the prioritization
process.

As discussed, agreed-to, and documented in Section 3.0 of the Master Redline, an
initial “rough estimate” of the level of effort (LOE) for each CR is determined as an
aid in CLEC prioritization. Due to resource constraints, Qwest is unable to commit to
conduct a detailed assessment of the level of effort (LOE) for every release candidate.

4. Based on the definitions of the preliminary levels of effort (S, M, L, and XL), KPMG
Consulting could not quantify the amount of work performed by the Qwest software

01/31/2002
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development team, or the total amount of work required for each software release. It
is unclear how the above specifications would inform CLECs of the overall capacity
of a given, upcoming release, and enable CLECs to make informed decisions on the
bases of interdependencies, as well as tradeoffs, among numerous CRs, during the
prioritization process.

After discussion during several recent Redesign meetings Qwest and the CLECs
agreed to no longer utilize “T-shirt” sizing to categorize the level of effort for a
release candidate. At Redesign meetings Qwest has agreed to provide CLEC’s with
actual level of effort range estimates in order for CLEC’s to prioritize which CRs can
be included in a major release. Qwest is currently developing these range estimates,
and will present them to the CLECs at the January 2002 Redesign session. These
estimated ranges are not intended to give the CLECs a view of the overall capacity of
the release.

Qwest and the CLECs have agreed to a process documented in Section 3.0 of the
Master Redline that will provide the CLECs with meaningful information with which
to make informed decisions regarding the prioritization of CRs. That process is
currently written as follows but will be updated to remove the T-shirt sizing when the
ranges have been agreed upon.

“Qwest will review the CRs received prior to the cut off date and evaluate
whether Qwest can implement them. Qwest’s responses will be one of the
following:

o “Accepted” (Qwest will implement the CLEC request) with position stated. If

the CR is accepted, Qwest will provide the following in its response:

¢ Determination and presentation of options of how the CR can be
implemented

s Idenfification of the preliminary level of effort (S, M, L, and XL) required
to implement the CR., (WCOM COMMENT: WCOM WOULD LIKE
IT NOTED THAT A REQUEST WAS MADE AS TO WHAT IS
MEANT BY PRELIMINARY LEVEL OF EFFORT AND IS TO BE
DEFINED BY QWEST.)

e Small — requires changes to only one subsystem of a single system
Medium — requires changes to 2 or more subsystems of a single system

o Large ~ requires changes to 2 or more systems or complex changes in
multiple subsystems of a single system

e Extra Large — requires extensive redesign of at least one system.

If CLECs do not accept Qwest’s response, they may elect to escalate or dispute
the CR in accordance with the agreed upon CMP escalation or dispute resolution
procedures. If the originating CLEC does not agree with the determination to
escalate or pursue the dispute resolution, it may withdraw its participation from

01/31/2002
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the CR and any other CLEC may become responsible for pursuing the CR upon
providing written notice to the Qwest CMP Manager. If the CLECs do not accept
Qwest’s response and do not intend to escalate or dispute at the present time, they
may request Qwest to status the CR as deferred. The CR will be status deferred
and CLECs may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview of its
respective CR(s) and Qwest will present either a status or its response.

Qwest or CLEC originated CRs for changes to an existing OSS interface will then
be prioritized by the CLECs and Qwest, resulting in the initial release candidate
list. CLEC or Qwest originated CRs for introduction of a new interface or
retirement of an existing interface are not subject to prioritization and will follow
the introduction or retirement processes outlined in Sections x and x of the Master
Redline, respectively.

Based on the initial release candidate list, Qwest will begin its development cycle,
which includes the following milestones:

¢ Business and systems requirements: Qwest engineers define the business and
functional specifications during this phase. The specifications are completed
on a per candidate basis in priority order.

e (AT&T Comment) Packaging: Owest and CLECs will discuss grouping
candidates with affinities may be addressed more efficiently if taken
together fAT& T comment: this may not be exactly the right description. We
Jjust wanted to add this to this list of steps.]

e Design: Qwest engineers define the architectural and code changes required to
complete the work associated with each candidate. The design work is
completed on a per candidate basis in priority order.

e Code & Test: Qwest engineers will perform the coding and testing required to
complete the work associated with each candidate. The code and test work is
completed on a per candidate basis in priority order.

Using the initial release candidate list, Qwest will begin business and system
requirements. During the business and systems requirement efforts, CRs may be
modified or new CRs may be generated (by CLECs or Qwest), with a request that
the new or modified CRs be considered for addition to the release candidate list
(late added CRs). (WCOM COMMENTS: CHANGE “INITIAL RELEASE
CANDIDATE LIST TO “RELEASE CANDIDATE LIST.) If the CMP body
grants the request to consider the late added CRs for addition to the release
candidate list, Qwest will size the CR’s requirements work effort. If the
requirements work effort, for the late added CRs, can be completed by the end of
system requirements, the initial release candidate list and the new CRs will be
prioritized by CLECs in accordance with the agreed upon Prioritization Process
(see Section xx of the Master Redline). If the requirements work effort, for the

01/31/2002
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late added CRs, cannot be completed by the end of system requirements, the CR
will not be eligible for the release and will be returned to the pool of CRs that are
available for prioritization in the next OSS interface release.

At the monthly CMP meeting following the completion of the business and
system requirements, Qwest will conduct a packaging discussion, which may
include packaging options based on any affinities between candidates on the
release candidate list. The newly packaged list of CRs will be used as the release
candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commit to a final list of CRs for
inclusion in the release.”

This process, agreed-to by Qwest and the CLECs, provides a Level of Effort to the
CLECs to use during Prioritization and outlines to process for Qwest to present various
packaging options to the CLECs.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria that
QOwest software developers utilize to identify affinities between candidates.

The assessment and identification of candidate affinities is not a structured process.
Qwest relies on the knowledge and experience of its system architects and analysts to
identify opportunities for efficiency in all areas of system development including
those related to candidate affinity. A few of the factors considered in assessing
affinities include modifications to common modules or data components, changes to
common transactions, and use of common resources.

KPMG Consulting’s Second Response (01/30/02):

KPMG Consulting reviewed Qwest’s response dated January 14, 2002, and found the
issues identified in this Observation remain unresolved.

KPMG Consulting recommends closing Observation 3067 and escalating the
unresolved issue to Exception 3111,

01/31/2002
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i ROC Observation & Exception Formal Response

Test Vendor ID: EXP 3102

Qwest Internal Tracking ID: TI 777
Observation/Exception Title: Change Management Practices
Test Type/Domain; Test 23 — Change Management
Date Qwest Received: 12/17/2001

Initial Response Date: 12/28/2001

Supplemental Response Date: 01/14/2002

2" Supplemental Response Date: 01/25/2002

3" Supplemental Response Date: 02/07/2002

4 Supplemental Response Date: 02/08/2002

5" Supplemental Response Date: 02/14/2002

Test Incident Summary

Exception 3102 was initially released as Observation 3044 on November 1, 2001. KPMG Consulting
recommended on December 17, 2001 that Observation 3044 be closed and moved to Exception 3102,

EXCEPTION REPORT

An exception has been tdentified as a result of the test activities associated with the Change Management
Practices Verification and Validation Review, MTP Test 23,

Exception:
Qwest’s internal OSS interface change management documentation is inconsistent and unclear.
Background:

Qwest utilizes an internal OSS change management process to manage the succession of four major phases
of work—to initiate, develop, deploy, and retire changes in an O8S intcrface, as listed in the Change
Management Process (CMP) document! All requests for changes to Qwest’s systems or processes,
including those requests from Qwest business units and the software release candidates originated by
CLECs, necessitate the creation of a Change Request (CR). These issues are logged into Qwest’s internal
database for tracking purposes. 1n orderto enter change items into this database, several pieces of
information are required, such as the type of change {category), associated working project (software life
cycle), severity level (importance and scape), and priority (significance and timcframe).

' The CMP Document defines the processes through which CLECs submit Change Requests and received
Qwest Release Notifications. It is located at
http:/fwww.qwest.com/wholesale/downloads/2001/010514/CMP_Document_05140!.doc.

ROC_TI?777_EXP3102_Qwest Response to KPMG Supp Rec_02_14_02 2/15/2002 - 10:46 AM
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As part of the relationship management process testing evaluation, KPMG Consulting reviewed four
internal Qwest documents that outline the processes for managing CRs 2, The document titles are as
follows:

o  Interconnect Mediated Access (IMA4) Change Management Plan?

«  EDI Development Change Request (CR) Process.!
Interconnect Center of Excellence (ICOE) Basic Classifications of Distributed Defect Tracking
System (DDTS) CRs.”

e lntercomgect Mediated Access (IMA) Process Description & Specification, Change Request (CR)
Process,

Issues:

While the documents contain large portions of similar information, inconsistencics such as important
definitions for CR types, categories, and database fields exist. For example, there is a variation between the
number of DDTS project categories. Similarly, two documents refer to five types of CRs, while two other
documents add a sixth type.

Other findings in the documents included the following:

» The documents lack essential information (i.e. date of publication, version, author, change log,
assumptions) that may be used to reference their source and applicability.

e The codes and abbreviations are presented without clear definitions.
The process descriptions and process flows are ejther missing or contain ambiguous information.
The process definitions for handling CRs and communicating prioritization changes to
stakeholders appear to be incomplete.

KPMG Consulting has provided examples of the issues revealed in this observation in a separate,
confidential document.
Questions:

I. Isthere areason why the Qwest documents contain different information about similar topics?

2. Which document(s) does Qwest use to represent jts change management process?

3.  Please describe how Qwest moves issues (i.e. bug fixes, requirement gaps, system enhancements)
relevant to CLECs through all phases of the Change Management Process.

Owest Formal Response to OBS 3044 (11/15/2001):

This Observation was written to address inconsistencies in documentation with regards to the handling of
Change Requests, The internal docwments the P-CLEC referenced are:

1. Intgrconnect Mediated Access Change Management Plan (IMA CMP),
2. EDI Development Change Request (CR) Process,

3. Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect Tracking System
DDTS) CRs,

? These documents are deemed by Qwest to be “Confidential” in nature, and as agreed upon in the MTP,
specific information regarding their contents will not be publicly revealed.

¥ Document dated January 2001, Version 1b

* Document date and version number not provided

3 Document dated February 28, 2001, Draft 00.05

5 Document dated December 1, 2000, Version 00,03

ROC_TI1777. EXP3102_Qwest Response to KPMG Supp Rec_02_14_02 2/15/2002 - 10:46 AM
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4. Interconnect Mediated Access (IMA) Process Description & Specification, Change Request (CR
Process)

The IMA CMP document ts being enhanced and will absorb the information that was previously contained
in the [MA Basic Classifications of PDTS CRs and the Interconnect Mediated Access (IMA) Progess
Description & Specification, Change Request (CR) Process) document. Integrating these two documents
into the IMA CMP will result in the ability to reference a single, comprehensive document and become the
focal point for untform standards for DDTS usage in IMA.

The inconsistent findings that were noted in the ‘Issues’ section of this Test Incident are noted and
understood. The updated JMA CMP will focus on the following procedures:

- version control to maintain essential information

- definition of any codes and/or abbreviations
- where needed, concise process descriptions and flows will be available
- complete definitions and communication methods regarding the Change Request process

The EDI Development Change Request {CR) Process, has been re-located. This information may now be
found in Chapter 17 of the EDI Development Handbook, A cross reference to the EDI development CR
process will also be included in the IMA CMP,

[. Isthere a reason why the Qwest documents contain different information about similar topics?

Yes, these documients differ in scope, content, are written at different levels and utilized by different
groups. They also have since evolved into more comprehensive documents.

1.1. Interconnect Mediated Access (IMA) Change Management Plan (IMA CMF)

The IMA CMPis the main source of information and reflects current change management flow. It
defines the steps to follow in the day to day administration of change management processes. This
document will be updated to reflect planned changes to the change management flow and will remove
inconsistencies mentioned in this T1. The updated IMA_CMP will contain a reference to the EDI
Development CR process, now found in Chapter 17 of the EDI Dgvelopers Handbook.

1.2. EDI Development Change Request (CR) Process

This information is now found in Chapter 17 of the_EDI Developers Handbogk, and will reference the
IMA_CMP for a broader view of the Change Request process.

This document focuses an EDI development pracesses and is a subset of the IMA CMP document that
references CR categories and types.

For instance, the EDI Development CR Process references 25 CR categories, where the IMA CMP
references 31 categories. This discrepancy is due to EDI developers using a subset of the categorics
found in the IMA CMP. Different subsets exist because development groups follow their own
developmental analysis prior to handing their CRs to the larger IMA CR process. The IMA CR
process, as identified in the [IMA CMP, is then followed.

1.3. Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect Tracking
System (DDTS) CRs

The IMA Basic Classifications of DDTS CRs is a document currently being used in tandem with the

current version of the IMA CMP document and will be incorporated into the IMA CMP. The IMA

Basic Classifications of DDTS CRs is scheduled to be retired on December 1, 2001,

1.4. Interconnect Mediated Access (IMA) Process Description & Specification, Change Request (CR
Process

This document was in a draft form in July of this year and was being used by the IMA System Test

organization. Qwest has since decided to incorporate that information into the IMA CMP. The

processes referenced in it were equivalent processes referenced in the IMA CMP. The IMA Process

ROC_TI777_EXP3102_Qwest Response to KFMG Supp Rec_02_14_02 2/15/2002 - 10:46 AM
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Description & Specification, Change Reguest (CR) Progess is scheduled to be retired on December 1,
2001,

2. Which document(s) does Qwest use to represent its change management process?

Qwest IMA refers to the IMA Change Management Plan. This document is currently being updated to
reflect current change management flow. Until this document has been completed, Qwest IMA refers to

the current IMA CMP in conjunction with the Interconnect Mediated Access (IMA) Basic Classificationg
of Distributed Defect Tracking System (DDTS) CRs .

3. Please describe how Qwest moves issucs (i.e., bug fixes, requirement gaps, system enhancements)
relevant to CLECs through all phases of the Change Management Process.

The steps that CLECs employ are found at the Wholesale System web-site found at

hitpwww. qwest comiwholesale/cmpdwhatiscmp.htinl. Once the Change Request has been initiated
by the CLEC, the steps utilized by Qwest IMA are detailed in the current version of IMA CMP (and
will also be incorporated in the updated version). They are provided below for your reference:

All bug fixes, requiremcnt gaps and enhancements follow the same lifecycle.

1. The author / representative of the fix, requirement gap or enhanccment creates a Change Request
that outlines the issue at hand.

The CR ts recommended for a Release or a Patch.

Preliminary effort estimates are prepared.

The CR is fully defined.

The effort estimate to fully implement the CR is developed.

The CR is reviewed and approved to be included in:

a.l. the initial Packaging of a Release

6.2, added to a Release in Progress

6.3. deployed as a Production Patch

N

In summary, the following documents have been addressed:

. Updated Interconnect Mediated Access Chanee Management Plan (IMA CMP). Since this
document reflects an internal process, it will be sent to the P-CLEC via the Confidential
Information Data Request process on December 1, 2001,

2. Interconnect Mediated Access (IMA) Basi¢ Classifications of Distributed Defect Tracking System
(DDTS) CRs will be retired on December |, 2001, Since this document is an internal document, a
Notification regarding its retirement will not be published to the CLEC community.

3. Interconnect Mediated Access (IMA) Process Description & Specification, Change Request (CR
Process) will be retired on December 1, 2001, Since this document is an internal document, a
Notification regarding its retirement will not be published to the CLEC community.

4. The information found in the ERI Development Change Request (CR) Process now located in
Chapter 17 of the EDI Developers Handbgok. The EDI Development Handbook is an internal
documecnt, and will be sent to the P-CLEC via the Confidential Information Data Request process
on December 1, 2001,

Qwest First Supplemental Response OBS 3044 (11/29/2001):

In Qwest’s previous response dated 11/15/01, the summary section stated that the updated [nterconnect
Mediated Access Change Management Plan {IMA CMP) and the EDI Developers Handbook would be sent
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to the P-CLEC’ on December 1, 2001. Since this falls on a Saturday, Qwest will send the document via the
Confidential Information Data Request process on Monday, December 3, 2001,

Qwest Second Supplemental Response OBS 3044 (12/04/2001):

Qwest indicated in the 11/15/01 response that the following documents would be retired on 12/1/01:
o Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect Tracking System
(DDTS} CRs
s Interconnect Mediated Access (IMA} Process Description & Specification, Change Request (CR)
Process)
Both documents were retired on 12/1/01. As was mentioned in the 11/15/01 response, no notification of
the retirement was issued to the CLEC community because bath documents were internal to Qwest.

In addition, Qwest indicated that two documents would be provided to KPMG via the DR process:
o The Interconnect Mediated Access Change Management Plan (IMA CMP) will be provided via
data request CM25 by 12/4/01,
e The EDI Developers Handbook (including the EDJ Development Change Request (CR) Process)
was provided vig data request CM26 on 11/30/01.

KPMG Comments to OBS 3044 (12/17/2001):
KPMG Consulting reviewed Qwest’s responses, and noted the following issues with Qwest documents:

IMA CMP

KPMG Consulting acknowledges the enhancement of the A4 CMP to absorb the information that was
previously contained in IMA Basic Classifications of DDTS CR and the IMA Process Description &
Specification CR Process, as well as the retirement of the latter two documents. A single and
comprchensive document is designed to enhance Qwest’s ability to develop uniformgprocesses. Inits
formal response, Qwest stated that the observation issues were noted and understood’. However, KPMG
Consulting identified the following inconsistencies in the latest Version 1.00 of IMA CMP, dated
Novewmber 30, 2001°. For illustration purpose, we are providing an example associated with each issue,
where applicable:

1. Version control does not reflect previous version la and 1b 19,

2 The document lacks a change log to document the changes made since version 1b.

3 The Table of Contents reflects incorrect page number references. For example, IMA Change
Request Life Cycle starts on page 5, not on page 6, as indicated.

4. The Table of Figures references figures that do not exist. For exa mple, the document does not
include the diagram Consolidated Change Request Flow (Figure 1.1).

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and BFL,
are missing“.

7 This should read KPMG Consulting instead of P-CLEC.

8 Qwest quote in 4t paragraph of formal response (see page 3 in this document).

? Qwest Quote: “IMA CMP is the main source of information and reflects current change management
flow. It defines steps to follow in the day to day administration of change management processes. This
document will be updated to reflect planned changes to the change management flow and will remove
inconsistencies mentioned in this TI”.

10 Qwest quote: “The updated IMA CMP will focus on the foliowing procedures...version control to
maintain essential information”. The latest version presented to KPMG Consulting following version 1b
was version [.00.
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6. The document cxcludes essential change management process information'?. Specifically;
g g p p Y

s  The document lacks complete comnmnications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.

s  The document lacks process flows. For example, no process flow for production support
or CR prioritization is preseuted”.

¢ The document lacks entry and exit criteria for processes.

»  The document does not address Testing Support and changes to test environments. For
example, testing roles and respousibilities, as well as trouble escalation procedures for
testing of new interfaces or new interface releases, are missing.

«  The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

7. The document does not address the last three issues identified in the “Confidential

Information” section of KPMG Coensulting’s initial observation report. Qwest neither

responded to these issucs, nor incorporated document revisions to address them.

KPMG Consulling acknowledges the current CMP re -design process, the effort that Qwest and CLECs
have initiated, and the timeline that has been established to conclude the re-design efforts. However,
KPMG Consulting cannot validate that changes were made to Qwest internal documentation to reflect or
identify issues discussed and documented in the current redline CMP document '3,

KPMG Consulting would expect that, in order to accommodate changes in operations, and to include points
of interaction with the CLEC community, current Qwest documents include, at a minimum, the various
CLEC touch-points at which the internal OSS interface change management process interacts with the
external change management process that is undergoing restructuring. If, as Qwest has stated, the cumrent
IMA CMP document is the main source of information, and reflects current change management flow'€,
then the following processes do not appear to be adeguately documented:

* Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including intervals;

Prioritization procedures, including intervals;
Documentation Management procedures, including intervals;
Production Support procedures, including intetvals;

Major release and point release procedures; and

s Testing procedurces, including test environments.

1 Qwest quote: “The updated IMA CMP will focus on the following procedures...definition of any codes
and/or abbreviations”.

12 Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for unifortm standards for the DDTS usage in
IMA”.

I3 Qwest quote: “The updated IMA CMP will focus on the following procedures., ,.complete definitions and
communication methods regarding the CR process™.

' Qwest quote: “The updated IMA CMP will focus on the following procedures...where needed, concise
Process description and flows will be provided”,

5 The current Draft CMP can be found at http://w .
heading “Re-design Documentation.”

16 Qwest quote in section 1.1 of formal responsc (see page 3 in this document).

west, com/wholesale/cmp/redesign hitml under the
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EDI Developer's Handbook

KPMG Consulting acknowledges Qwest’s incorporation of the Development CR Process into chapter 17 of
the EDI Developer’s Handbook. A single and comprehensive document is designed to enhance Qwest’s
ability to develop uniform processes. However, the document does not demonstrate how Qwest
consistently integrates CLEC-initiated CRs with Qwest internal CRs. Based on a review of this document,
it appears that Qwest conducts the CR categorization, prioritization, and approval processes without CLEC
mnput.

The Qwest Change Management Process (CMP) is the process by which CLECs initiate updates and
enhancements to Qwest OSS interfaces. The process document in question, as indicated by Qwest’s
response, “is the main source of information” and *defincs the steps to follow in the day to day
administration™ of the Qwest internal OS8S change management process. It is critical that the internal OSS
change management process be clearly documented and weil formed for the management and
implementation of changes requested by CLECs. In the absence of a framework to evaluate, categorize,
and prioritize proposed changes, there is no assurance that Qwest 0SS functionalities are enhanced to
consistently meet the needs of CLEC business operations.

Qwest Formal Response to EXP 3102 (12/28/2001):

Qwest has provided the IMA Change Management Plan and the IMA EDI Developer’s Handbook in
response to Exception 3102. These documents define processes and procedures internal to the Interconnect
Mediated Access (IMA) system. The scope of these documents is Jimited to the management of changes
within IMA. All interaction between Qwest and CLECs, including CLEC initiated Change Requests (CRs)
and trouble tickets, prioritization of CRs, communication of status, etc., is defined and managed through
the Qwest Wholesale CMP and is beyond the scope of the IMA documents in question.

Qwest will, however, address KPMG"s comments (items 1 through 5 and item 6, bullet points 3 and 5
above) specific to the IMA CMP.

As the issues in items 6 (bullet points 1, 2, and 4) and 7 are beyond the scope of the IMA documents in
question, Qwest will indicate the appropriatc Wholesale CMP documents and processes that address
KPMG’s concerns.

The following is Qwest’s response to KPMG comments specific to IMA documents. Qwest’s response is
outlined below, with KPMG's statcments in italics:

I Version contral does not reflect previous version la and 17

Qwest Responsc: The previous IMA CMP versions (1a and 1b) were never baselined or approved,
thercforc no reference to unapproved versions are necessary in the Document History of this new Baselined
Version 01.00.00 dated November 30, 2001,

2. The document lacks a change log to document the changes made since version 1b.
Qwest Response: The previous IMA CMP versions (1a and 1b) were never baselined or approved,
therefore no reference to unapproved versions are necessary in the Document History of this new Baselined
Version 01.00.00. Subsequent changes will be logged in the Document History on page 2.

7 Qwest quote: “The updated IMA CMP will focus on the following procedures...version control to
maintain essential information”. The latest version presented to KPMG Consulting following version 1b
was version 1.00.
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3. The Table of Cantents reflecis incorrect page number references. For example, IMA Change
Request Life Cycle starts on page 3, not on page 6, as indicated.
Qwest Response: Using the “Oftfice 977 version of MS Word ta open the subject document, the IMA
Change Request Life Cycle starts on page 6, as indicated in the Table of Contents.

4, The Table of Figures references figures that do not exist. For example, the document does
not include the diagram Consolidated Change Request Flow (Figure 1.1).
Qwest Response: All figures in the Table of Figures cxist and are present in the document. In some
versions of MS Word, the Visio application requires the user to ¢click into the area where the imported
diagram resides. Qwest will provide a separate copy of Figure 1.1 via the normal data request process.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMQ, FOM, and BPL,
are missz'ngm.
Qwest Response: These will be added to the IMA CMP, Section 8, Definition of Terms, by January 11,
2002,

6. The document excludes essential change management process fnformaz'ion”_ Specifically:

o The document lacks entry and exit criteria for processes.
Qwest Response: Entry and exit criteria are provided in documented processes. Since the IMA CMPisa
plan, it does not provide that level of detail. An example of a documented process is the document
identified as the seventh reference and titled, “System Test CR Verification Procedure”. Qwest will
provide a copy of this document via the normal data request process.

o The document does not describe what tools are used o effectively manage change
requests and trouble tickets.

Qwest Response: DDTS is the tool used to manage change requests. The “ClearDDTS Users Guide” is the
first document indicated under References, cited in Section 8, Definition of Terms, under “DDTS”. The
“Creation and Administration of Process-related DDTS Change Requests Process™ is the fifth Reference,
which is cited in Section 2.¢.6 in the body of the IMA CMP. Change requests logged in DDTS include a
reference to trouble tickets where appropriate. Troublc tickets are initiated by the Wholesale Systetns Help
Desk and managed in Problem Change Request Management (PCRM).

7. The document does nat address the last three issues identified in the "Confidential
Infarmation’ section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

Qwest Response: These issues targeted the old, non-baselined version 1b of the IMA CMP, and have been
resolved in the new baselined IMA CMP version 01.00.00. Qwcst further responds to Item #7 in
Confidential Attachment A,

The following is Qwest’s response to KPMG comments specific to the Wholesale CMP process. Qwest’s
response is outlined below, with KPMG’s statements in italics:

6. The document excludes essential change management process information®®. Specifically:
& $4 P P Y

¥ Qwest quote: “The updated IMA CMP will focus on the following procedures. . definition of any codes
and/or abbreviations”.

% Qwest quote; “Integrating these two documents into the IMA CMP will result in the ability to reference a
single, comprehensive document and become the focal point far uniform standards for the DDTS usage in
IMA™.

2 Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in
IMA”,
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»  The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provide !

Qwest Response: The change management process is defined by Wholesale CMP process and described in
the Wholesale CMP documents “Changes To Existing OSS Interfaces™ and “Qwest Proposed CR
Prioritization Language” (Attachments B and C). The Wholesale CMP process (not the IMA Change
Management Plan) defines this process.

o The document lacks process flows. For example, no process flow for production support
or CR prioritization is presented”.
Qwest Response: Qwest and the CLECs are currently negotiating the Wholesale CMP redesign. Qwest
anticipates that this effort will be complcted by January 31, 2002. This date is tentative and is dependent
on satisfactory participation and cooperation of the CLECs. Qwest will complete a Wholesale CMP
Methods and Procedures document approximately 30 days after the completed Wholesale CMP redesign.
The Methods and Procedures document will include the process flows cited by KPMG as missing.

o The document does not address Testing Support and changes to test environments, For
example, testing roles and responsibilities, as well as trouble escalation procedures for
testing of new interfuces or new interface releases, are missing.

Qwest Response: Testing is addressed in the Wholesale CMP document “Changes To Existing 0SS
Interfaces™, Section 1 (Attachment B).

KPMG Consulting would expect that, in arder to accommodate changes in operations, and to include
points of interaction with the CLEC community, current Qwest documents include, at @ minimum, the
various CLEC touch-points at which the internal OSS interfuce change management process interacts with
the external change managemeni process that is undergoing restructuring. If, as Owest has stated, the
current IMA CMP document is the main source of information, and reflects current change management
ﬂowﬂ, then the following processes do not appear to be adequately documenied:

Qwest Response: Due to the tentative process adopted in the CMP, the CMP process is the main source of
information and not the IMA CMP.

EDI Developer’s Handbaook

KPMG Consulting acknowledges Qwest’s incorporation of the Development CR Process into chapter 17 of
the EDI Dcveloper’s Handbook. A single and comprehensive document is designed to enhance Qwest’s
ability to develop uniform proccsses. However, the document does not demonstrate how Qwest
consistently intcgrates CLEC-initiated CRs with Qwest internal CRs. Based on a review of this document,
it appears that Qwest conducts the CR categorization, prioritization, and approval pracesses without CLEC
input.

Qwest Response: The EDI Developer’s Handbook is an internal document referenced in the IMA Change
Management Plan (CMP). It is not intended to involve direct CLEC input, which oceurs at the Wholesale
and IMA levels, as indicated in the Qwest Wholesale Change Management Process, cited in the Scope of
the IMA CMP and again in Section 6, O8S Supplier Change Request (CR) Management.

u Qwest quote; “The updated IMA CMP will focus on the following procedures...complete definitions and
communication methods regarding the CR process™.

2 Qwest quote: “The updated IMA CMP will focus on the following procedures...where needed, concise
process description and flows will be provided”.

23 Qwest quote in section 1.1 of forma) response (sec page 3 in this document).
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Owest Supplemental Response to EXP 3102 (01/14/2002):

Qwest committed to the following action item in the 12/28/01 response, under issue #3:
“[KPMG Comments]Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO,
FOM, and BPL, are missing”*.
[Owest Response] These will be added to the IMA CMP, Section 8, Definition of Terms, by
January 11, 2002.”

Qwest completed the updates to the IMA Change Management Plan on 1/7/02. Qwest will provide KPMG
the updated document via the data request process by 1/15/02 (DR # TI-777S1 - EXP 3102).

KPMG Comments to EXP 3102 (01/16/2002):

KPMG Consulting reviewed Qwest’s response, along with information provided in relation to the
confidential portion of this report. KPMG Consulting’s response is comprised of two parts, a process
review and a documentation review. The confidential portion of the documentation review includes
Attachment A, submitted to Qwest separately through the data request process.

0SS Interface Change Management Process Review

KPMG Consulting recognizes Qwest’s position that the scope of the IMA Change Management Plan and
the IMA EDI Developer’s Handbook is limited to the processes and procedures internal to the Interconnect
Mediated Access (IMA) system, Qwest draws a distinction between the Wholcsale Change Management
Process (CMP) that is currently undergoing redesign, and the internal processes that are used to manage
IMA changes within Qwest. Qwest identified the spccific issues {four of the eleven total) raised in KPMG
Consulting’s first responsc that it considers out of scope for the JMA CMP document. Qwest did, however,
provide a response to all of KPMG Consulting’s comments.

Although KPMG Consulting agrees that the internal process is not the main focus of the OSS Change
Management Test , it contends that the test scope should include an analysis of how Qwest formally applies
changes to OSS interfaces, including IMA for EDI and GUT. By definition, the management of changes to
IMA involves the Change Management Process. KPMG Consulting does not agree that the two change
processcs (i.e., internal and external) can be considered independently, but instead maintains that they
should be adequately integrated and include consistent sub-processes.

The January 17, 2002 Systems CMP Team Meeting Distribution Package®” contains references to multiple
IMA Change Requests initiated by CLECs and Qwest. IMA continues to be the primary vehicle or
intcrface system by which CLECs submit their pre -orders and arders to Qwest. Therefore, KPMG
Consulting believes that the adequacy of the methods by which Qwest’s internal process is documentedand
operated, especially within the context of both CLEC-initiated and Qwest-initiated changes, has direct
relevance to how these changes are managed for the external, Wholesale CMP. The nature of KPMG
Consulting’s end-to-end testing is such that it does, at times, require a review of business processes internal
to Qwest, but impacting to certain wholcsalc processes, such as Change Management,

2 Qwest quote: “The updated IMA CMP will focus on the following procedures. ..definition of any codes
and/or abbreviations”.

23 Available at Qwest Wholesale Web site at the following URL:
hetpy/fwww.gwest.com/wholesale/downloads/2002/0201 1 /ProductProcesslanDistPackage. pdf
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If, as Qwest has stated, the current IMA CMP document is the “main source of information,” and reflects
current change management flow?® " KPMG Consulting contends that the following processes remain
inadequatcly documented:

Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including intervals;

Prioritization procedures, including intervals;
Documentation Management procedures, including intervals;
Production Support procedures, including intervals;

Major release and point release procedures; and

Testing procedures, including test environments.

aee op

o
V

IMA CMP Documentation Review

Version contral does not reflect previous version 1a and 1b.*’

In its November 15, 2001 response, Qwest indicated that the IM4 CMP document was to be enhanced, and
would focus on version control to maintain essential information. Inits December 28, 2001 response,
Qwest stated that the /M4 CMP versions (1a and 1b) had not been base-lined or approved and, therefore,
would require no updates to the Document History. KPMG Consulting requests that Qwest provide a
description of the steps taken to ensure document management controls for non base-lined and unapproved
versions of IM4 CMP, if such sub-processcs exist. This request notwithstanding, KPMG Consulting
maintains that this example represents a relatively insignificant problem related to documentation. As part
of its retest, KPMG Consulting will review Qwest's January 15, 2002 version of the IMA CMP for version
control.

The docunent lacks a change log to document the changes made since version 1b,

In its response, Qwest stated that the previous /M4 CMP versions (1a and 1b) had not been base-lined or
approved, KPMG Consulting would expect that future IMA documents clearly indicate whether or not
they have been approved as official baselined documents,

The Table of Contents reflects incorrect page number references. For example, IMA Chaunge
Request Life Cycle starts on page 5, not on page 6, as indicated.

In its response, Qwest stated that the document displayed correct page numbers with a particular version of
MS Word. KPMG Consulting reviewed the revised hard copy and electronic versions of the document, and
concludes that this issue is resolved.

The Table of Figures references figures that do not exist. For example, the document does not
include the diagram, Consolidated Change Request Flow (Figure 1.1).

In its response, Qwest stated that figures were present in the document, and that in some versions of MS
Word, diagrams prepared with Visia do not display correctly. KPMG Consulting confirms receipt of
Figure 1.1 on December 31, 2001, and receipt of the /M4 CMP document on January 15, 2002. KPMG
Consulting has determined that flowcharts arc referenced appropriately, and ¢an be read using Microsoft
Word for Windows 2000 to view the displays. This issue is resolved.

26 Qwest quote in section 1.1of formal response (see page 3 of this document).

27 Qwest quote: “The updated IMA CMP will focus on the following proccdures...version control to
maintain essential information.” The subsequent version presented to KPMG Consulting following version
1b was version 1.00.
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D?ﬁ{litiggns of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and BPL, are
missing”".

In its response, Qwest stated that the revised IM4 CMP document would include relevant definitions for the
above terms. KPMG Consulting will review the revised document for descriptions of these and any new
acronyms included in the document. (Qwest provided this document to KPMG Consulting on January 185,
2002).

The document excludes essential change management process information,” specifically:

The document lacks entry and exit criteria for processes.
In its response, Qwest stated that entry/exit criteria are included in documented processes (e.g., System Test
CR Verification Procedure), but npt in any of the documented plans (e.g., IMA CMP). KPMG Consulting
confirms the receipt of the System Test CR Verification Procedure document on December 31, 2001.
KPMG Consulting would expect to abserve consistent definitions and levels of detail, across different
document types, to support critical wholesale functions, such as how Qwest verifies and validates change
requests for further processing and consideration. KPMG Consulting will review the Svstem Test CR
Verification Procedure document, along with the revised /M4 CMP document, for entry and exit criteria.,

The document does not describe what tools are used to effectively manage change requests and
trouble tickets.

In its response, Qwest statcd that DDTS is the tool used to manage change requests. The DDTS tool is
documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest uses PCRM, which
is documented in PCRM Description document (DR ID147). KPMG Consulting requests that Qwest
provide updated documentation for both applications (DDTS and PCRM}) that document the processes,
roles and responsibilities, and the manner in which the applications support CLECs. KPMG Consulting
requests documentation that defines how Qwest processes (for Change Request Management and Trouble
Ticket Management) suppost the integration of the Wholesale CMP with the Wholesale System Help Desk
(WSHD) and other CLEC touch-points within the Qwest organization. Such documentation might include
current process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

The document lacks complete communications methods, and omits intervals for notifications,
escalations, prioritization, restoration, and documentation updates. For example, no timeline for
announcing CR prioritization ot changes to a CR status is provided®

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECs, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on the basis of proposed CMP language, yet to be approved hy CLECs and implemented
within Qwest,

The document lacks process flows. For example, no process flow for production support or CR
prioritization is presented.!

In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures document
within one month after the completion of CMP Redesign, and that the redesign effort is anticipated to be
completed by January 31, 2002, KPMG Consulting understands that redesign meetings are scheduled at

2 Qwest quote: “The updated IMA CMP will focus on the following procedures...definition of any codes
and/or abbreviations.”

b Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in
IMA”

3% Qwest quote: “The updated IMA CMP will focus on the following procedures...complete definitions and
communication methods regarding the CR process.”

1 Qwest quote: “The updated IMA CMP will focus on the following procedures...where needed, concise
process description and flows will be provided.”
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least through April 2002, but will review the Wholesufe CMP Methods and Procedures dotument when it
becomes available.

The document does not address Testing Support and changes to test environments. For example,
testing roles and responsibilities, as well as trouble escalation procedures for testing of new interfaces or
new interface releascs, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECs, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on the basis of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest. This issue remains open until the above processes and procedures can be fully tested,

The document does not address the last three issues identified in the “Conlidential Information®
section of KPMG Consulting’s initial observation report, Qwest neither responded to these issues,
nor incorporated document vevisions to address them.

Refer to confidential Attachment A for KPMG Consulting comments related to the documentation review.

EDI Developer’s Handbeok Document Review

In its response, Qwest stated that the EDI Developer’s Handbook is an internal document, referenced in the
IMA CMP, which does not involve direct CLEC input. This, according to Qwest, occurs at the Wholesale
CMP and IM4 CMP levels. Although KPMG Consulting recognizes the purpose of the referenced
handbook, it requests that Qwest demonstrate and document the steps taken to ensure that Qwestinitiated,
CLEC-impacting CRs are visible to CLECs. Likewise, Qwest has not yet provided a full description of the
framework that Qwest uses internally to apply changes to the IMA interface with CLEC input. For
example, CLEC input is required during CR prioritization and CR packaging for IMA releascs. Qwest and
CLECs arc currently collaborating to define the details of this interaction in the CMP Redesign Workshops.

KPMG Consulting requests that Qwest submit the revised EDI Developer’s Handbook document for
review. This issue is unresolved.

KPMG Consulting recommends that Exception 3102 remain open pending resolution of the issues
identified abave, as well as those identificd in Attachment A.

QOwest Response to KPMG Comments for EXP 3102 (01/25/2002):

Qwest reviewed KPMG Consulting’s 01/16/02 response to Exception 3102. Qwest’s response is
outlined below, with KPMG’s statements in italics:

0S8 Interface Change Management Process Review

If, as Qwest has stated, the current IMA CMP document is the “main source of informatioa,” and reflects
current change management flow,” KPMG Consulting contends that the following processes remdin
inadequately documented:

Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including iniervals;

Prioritization procedures, including intervals,
Documentation Management procedures, including intervaly;
Production Support procedures, including intervals;

Major release and point release procedures; and

Testing procedures, including test environments,

0SS e an o8
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Qwest Response: As an initial matter, Qwest wishes to clarify a possible misunderstanding. In the
comments above, KPMG Consuliting referenced the statement made in Qwest’s 11/15/01 formal
response, “The IMA CMP document is the main source of information and reflects current change
management flow”. This statement was made in response to questions about fous specific IMA
documents. In its 12/17/01 response, KPMG Consulting discussed interaction with the CLEC
community and CLEC touch peints and questioned adequate documentation of the eight processes
above. In the context of change management as it relates to CLECS, it is the external Wholesale
CMP and not the internal IMA CMP that defines Qwest’s processes for supporting CLECs.

Second, to address concerns identified in KPMG's “OSS Change Management Interface Process
Review”, Qwest stresses that the external Wholesale CMP drives Qwest’s internal system processes.
Thus, internal documentation that integrates Qwest’s internal processes with external CMP
processes is dependent, to a large extent, on the external CMP documentation being in place. As
KPMG is aware, the external systems CMP Redesign will soon be complete. Since KPMG
Consulting woul d like Qwest to demonstrate a dacumented integration of external (CLEC facing)
and internal change management processes, Qwest will provide a document to KPMG Consulting
that defines the existing integration of external and internal processes by February 7, 2002,

IMA CMP Deocumentation Review

I, Version conirol does not reflect previous version la and 1b.
In its November 15, 2001 response, Qwest indicated that the IMA CMP document was to be enhanced. and
would focus on version control to mainiain essential information. In its December 28, 2001 response,
Owest stated that the IMA CMP versions (1a and 1) had not been base-lined or approved and, therefore,
would require no updates to the Document History. KPMG Consuliing requests that Qwest provide a
description of the steps taken o ensure document management controls for non base-lined and unapproved
versions of IMA CMP, if such sub-processes exisi. This request notwithstanding, KPMG Consulting
maintains tha! this example represents a relatively insignificant problem related to documentation. As part
of its retest, KPMG Consulting will review Qwest s January 15, 2002 version of the IMA CMP for version
control.

Qwest Response: Working documents, prior to baselining, are version controlled in the IMA
Document Repository, located on the local area network. Working documents contain a document
change log, which records the revision histery. Once the document is baselined, the revision history
of the working document is deleted.

2. The document lacks a change log to document the changes made since version 1b.
In its response, Qwest stated that the previous IMA CMP versions (1a and 1b) had not been base-lined or
approved. KPMG Corsulting would expeci that future IMA documents clearly indicate whether or not they
have been approved as official baselined documents.

Qwest Response: Future IMA documents will indicate whether er not they have been baselined and
approved.

3. The Table of Contents reflects incarrect page number references. For example, IMA Change
Request Life Cycle starts on page 3, not on page 6, as indicated.
In its response, Qwest stated that the document displayed correct page numbers with a particular version
of MS Word. KPMG Consulling reviewed the revised hard copy and electronic versions of the document,
and concludes that this issue is resolved.

Qwest Response: No Qwest action required.
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4. The Table of Figures references figures that do not exist. For example, the document does
not include the diagram, Consolidated Change Request Flow (Figure 1.1).
In its response, Qwest stated that figures were presenl in the document, and that in sotne versions of MS
Word, diagrams prepared with Visie do not display correctly. KPMG Consulting confirms receipt of
Figure 1.1 on December 31, 2001, and receipt of the IMA CMP document on January 13, 2002. KPMG
Consulting has determined that flowcharts are referenced appropriately, and can be read using Microsoft
Word for Windows 2000 to view the displays. This issue is resolved.

Qwest Response: No Qwest action required.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAFP, SCM, PMQ, FOM, and BPL,
are missing,
Inits response, Qwest stated that the revised IMA CMP document would include relevant definitions for the
above ierms. KPMG Consulting will review the revised document for descriptions of these and any new
acronyms included in the document. (Qwest provided this document to KPMG Consulting on January 15,
2002).

Qwest Response: No Qwest action required.

6. The document excludes essential change management process information, specifically:
(@) The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria arc included in documented processes (e.g., System Test
CR Verification Procedure), but not in any of the documented plans (e.g., IMA CMP). KPMG Consulting
confirms the receipt of the System Test CR Verification Procedure document on December 31, 2001.
KPMG Consulting would expect to observe consistent definitions and levels of detail, across different
document types, to suppott critical wholesale functions, such as how Qwest verifics and validates change
requests for further pracessing and consideration. KPMG Consulting will review the System Test CR
Verification Procedure document, along with the revised IMA CMP document, for entry and exit criteria.

Qwest Response: No Qwest action required,

(b} The dociment does not describe what tools are used to effectively manage change

requests and trouble tickets.
In its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS tool is
documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest uses PCRM, which
is documented in PCRM Description document (DR ID147). KPMG Consulting requests that Qwest
provide updated documentation for both applications (DDTS and PCRM)} that document the processes,
roles and responsibilities, and the manner in which the applications support CLECs. KPMG Consulting
requests documentation that defines how Qwest processes (for Change Request Management and Trouble
Ticket Management) support the integration of the Wholesale CMP with the Wholesale System Help Dcsk
(WSHD) and other CLEC touch-points within the Qwest organization. Such documentation might include
current pracess descriptions, roles and responsihilities, and how, specifically, the application supports
Qwest in operating Change Management.

Qwest Response: Qwest will provide a response to this issue by February 7, 2002.

(¢) The document lucks complete communications methods, and omits intervals for
rotifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is provided.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECs, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on ihe basis of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest.
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Qwest Response: Qwest understands that KPMG will review the above processes and procedures
upon completion of the systems portion of the CMP Redesign. The systems portion of the CMP
Redesign effort is anticipated to be completed by January 24, 2002.

(d) The document lacks process flows. For example, no process flow for production support
or CR prioritization is presented.

In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures document
within one month after the completion of CMP Redesign, and that the redesiyn effort is anticipated to be
completed by January 31, 2002, KPMG Consulting understands that redesign meetings are scheduled at
least through April 2002, but will review the Wholesale CMP Methods and Procedures documeni when it
becomes available.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systems portien of the CMP Redesign. The systems portion of the CMP Redesign is anticipated to be
completed by January 24, 2002.

(e) The document does not address Testing Support and changes to test environmenis, For
examnple, testing roles and responsibilities, as well as trouble escalation procedures for
testing of new interfaces or new interfuce releases, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECs, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on the basis of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest. This issue remains open until the above processes and pracedures can be fully tested.

Qwest Response: Qwest understands that KPMG will review the above processes and procedures
upon completion of the systems portion of the CMP Redesign. The systems portion of the CMP
Redesign effort is anticipated to be completed by January 24, 2002.

7. The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

Refer to confidential Attachment A for KPMG Consulfing comments related to the documentation review.

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on pages 12
and 16, and therefore is unable to further respond to these three issues.

EDI Developer’s Handbook Document Review

In its response, Qwest stated that the EDI Developer's Handbook is an internal document, referenced in
the IMA CMP, which does not involve direct CLEC input. This, according 10 Qwest, occurs at the
Wholesale CMP and IMA CMP levels. Although KPMG Consulling recognizes the purpose of the
referenced handbook, it requests that Qwest demonstrate and document the steps taken to ensure that
Qwest-initiated, CLEC-impacting CRs are visible fo CLECs. Likewise, Qwest has nol yet provided a full
descriptivn of the framework that Qwest uses internally to apply changes 1o the IMA interface with CLEC
input, For example, CLEC input is required during CR prioritization and CR packaging for IMA releases.
Qwest and CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.

KPMG Consulting requests that Qwest submit the revised EDI Developer’s Handbook document for
review, This issue is unresolved.
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Qwest Response: Section 6 of the IMA CMP directs IMA staff to the process for making CLEC-
impacting CRs visible to CLECs. Section 5 of the IMA CMP provides the linkage to the EDI
Developer Handbook.

QOwest Supplemental Response to KPMG Comments for EXP 3102 (02/07/2002):

In the January 25, 2002 response to KPMG comments, Qwest's response to the “OSS Interface Change
Management Process Review™, included a commitment to provide a document to KPMG Consulting that
defines the existing integration of external and internal processes by February 7, 2002. This document is
being provided via the usual data request process (DR no. TI-777S1).

In the January 25, 2002 response to KPMG comments, Qwest committed to respond to item 6(b) of the
“IMA CMP Documentation Review” by February 7, 2002, Qwest’s response is as follows:

ClearDDTS is a Rational Software product. The ClearDDTS Users Guide is Rational Software proprietary
and can not be distributed by Qwest. ClearDDTS is a software enhancement and defect tracking tool used
internally by Qwest to track the status of IMA CRs. ClearDDTS is used to support the cfforts of Qwest
personnel engaged in IMA development and production support and is not meant to support Qwest’s
relationship with CLECs.

In the “Proprietary Information” section of KPMG's January 22, 2002 response to Observation 3052 (TI
676), KPMG requested that Qwest provide additional information on the PCRM application. Qwest
committed to provide this information in response to Observation 3052 (T1 676) by February 11, 2002.
Qwest recommends that KPMG refer to the February 11, 2002 response to Observation 3052 (T1 676) to
address the PCRM portion of item 6(b).

Qwest Supplemental Response (02/08/2002);

Qwest made the following commitment in the 1/25/02 rcsponse:
“QOwest will provide a document to KPMG Consulting that defines the existing integration of
external and internal processes by February 7, 2002."

Qwest provided the Wholesale CMP Integration Document via data request # TI-777 S§2 (E3102) on 2/8/02.
KPMG Supplemental Recommendation (02/11/2002):

As structured in previous responses to this Exception, KPMG Consulting’s response is composcd of two
parts, a pracess revicw and a documentation review, KPMG Consulting sent Attachment A for this portion
of the review to Qwest on January 30, 2002. There is no confidential portion included with this February 6,
2002 review. This Exception was the subject of discussion at an Observation and Exception focused call
held on Januwary 31,2002,

0SS Interface Change Management Process Review

KPMG Consulting’s position, that the internal and external change management processes are inter-related
and should therefore be integrated with consistent and documented sub-processes, has not changed. KPMG
Consulting belicves that the formal management of changes applied to IMA EDI and IMA GUI involves
the Wholesale Change Management Process, whether the change originates internally from Qwest or
externally from CLECs.
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KPMG Consulting interprets Qwest’s clarification about the IMA CMP statement froma previous
responsé’” to mean that this may have been a misstatement or that the original statement may have been
taken out of context. Regardless, Qwest has reiterated the point that it is the external Wholesale CMP, and
not the internal IMA CMP, that defines Qwest’s processes for supporting CLECs. Qwest also stressed in
its response that the external Wholesale CMP drives Qwest’s internal system processes, including the IMA
CMP. Thus, KPMG Cansulting expects that internal documentation such as the IMA CMP or the new
integration document include details about the sub-processes listed in reference ttems (a) through (h).
KPMG Consulting will review the document that defines the integration of external and internal processes
when it becomes available.

IMA CMP Documentation Review

1. Version control does not reflect previous version 1a and 1b.
Qwest Response: Working documents, prior to baselining, are version controlled in the IMA Document
Repository, located on the local area network. Working documents contain a document change log, which
records the revision history. Once the document is baselined, the revision history of the working document
is deleted.
KPMG Consulting reviewed Qwest’s January 15, 2002 version of the IMA CMP and confirms that version
control is present. This issue is resolved.

2. The document lacks a change log to decument the changes made since version 1b.
Qwest Responsc: Future IMA documents will indicate whether or not they have been baselined and
approved.
KPMG Consulting reviewed Qwest’s January 15, 2002 version of the IMA CMP and found versioning and
baseline and approval status to be present. This issue is resolvad.

3. The Table of Contents reflects incorrect page number references. For example, IMA
Change Request Life Cycle starts on page §, not on page 6, as indicated.
This issue is resolved.

4. The Table of Figures references figuves that do not exist. For example, the document does
not include the diagram, Consolidated Change Request Flow (Figure 1.1).
This issue is resolved.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing.

KPMG Consulting reviewed Qwest’s lanuary 15, 2002 version of the IMA CMP and found that the
document contains definitions of all referenced codes and abbreviations. This issue is resolved.

6. The document excludes essential change management process information, specifically:

(a) The document lacks entry and exit criteria for processes.
Qwest Response: No Qwest action required.
KPMG Consulting reviewed the “System Test CR Verification Procedure™ document, along with the
revised “IMA CMP” document. The Qwest distinction betwecn a process document and a plan document
is not apparent. The referenced process document, “System Test CR. Verification Procedure”, identifies
entry and exit conditions. The plan document, “IMA CMP”, provides similar procedural detail and
instructions as the “System Test CR Verification Procedure”. However, KPMG Consulting was unable to
locate entry and exit criteria. This issue remains unresolved.

2 . . - .
32 “The IMA CMP document is the main source of information and reflects current change management

flow” Qwest 11/15/01 Response, Section 1.1, page 4 (of this KPMG Consulting 02-06-02 document).
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(b) The document docs not describe what tools arc used to effectively manage change requests
and (rouble tickets.
Qwest Response: Qwest will provide a response to this issue by February 7, 2002.
KPMG Consulting will review the updated DDTS and PCRM documents upon receipt. This issue remains
unresolved.

(¢) The document lacks complete communications methods, and omits intervals for notifications,
escalations, prioritization, restoration, and documentation updates. For example, no timeline
for announcing CR prioritization or changes to a CR status is provided.

Qwest Response: Qwest understands that KPMG will review the above processes and procedures upon
completion of the systems portion of the CMP Redesign. The systems portion of the CMP Redesign effort
is anticipated to be completed by January 24, 2002,

KPMG Consulting expects that this discussion will continue during the February CMP Redesign
Workshops. The systems portion of the CMP Redesign effort was not concluded on January 24, 2002.
This is sue remains ynresolved.

(d) The document lacks process flows. For cxample, no process flow for production support or
CR prioritization is presented.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and Procedures
document, to be completed by Qwest within one month after the completion of the systems portion of the
CMP Redesign. The systems portion of the CMP Redesign is anticipated to be completed by January 24,
2002.
KPMG Consulting will review revised Qwest documentation for process flows after it becomes available,
This issue remains unrcsolved.

(e) The document does not address Testing Support and changes to test environments. For
example, testing roles and responsibilities, as well as trouble escalation procedures for testing
of new interfaces or new interface releases, are missing.

Qwest Response: Qwest understands that KPMG will review the above processes and procedures upon
completion of the systems portion of the CMP Redesign. The systems portion of the CMP Redesign effort
is anticipated to be completed by January 24, 2002.

KPMG Consulting will review revised Qwest documentation for Testing Suppert after it becomes
available. This issue remains unresolved,

7. ‘The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issugs, nor incorporated docnment revisions to address them,

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on pages 12 and
16, and therefore is unable to further respond to these three issues.

Inadvertently, the confidential attachment was submitted to Qwest on January 30, 2002 instead of with the
first supplemental response to Exception 3102 on Jannary 16, 2002. KPMG Consulting apologizes for any
inconvenience this may have causcd.

The status of the three issues is as follows:

(i IMA CMP documentation issue
Issue is resolved.

(2) IMA CMP process and consistency of detail issue.
This issue remains unresolved. KPMG Consulting issued Data Reguest CM32,

{h) IMA CMP process and CLEC notification issue.
This issue remains ynresolved, KPMG Consulting issued Data Request CM33.
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EDI Developer’s Handbook Document Review

Qwest Response: Section 6 ofthe IMA CMP directs IMA staff to the process for making CLEC-impacting
CRs visible to CLECs. Section 5 of the IMA CMP provides the linkage to the EDI Developer Handbook.
KPMG Consulting requests that Qwest include CLEC touch-points in the EDI Developer’s Handbook and
submit the revised document for review. This issue is unresolved.

KPMG Consulting and Qwest held a focus call on Thursday, January 31, 2002. The purpose of the call
was for Qwest to ask qucstions and for KPMG Consulting to clarify any major issues in Exccption 3102.
Qwest stated that a new “integration document” will address issues (a) through (h) listed in E3102 and
provide the documented integration between the external Wholesale CMP and the Qwest internal change
management processes. Participants of the call also clarified that depending on the progress of CMP
Redesign, certain sections of the document may be incomplete.

KPMG Consulting will review the "integration document" when it becomes available for overall adequacy
and completeness of the processes (a) through (h) identified in this Exception. .

KPMG Consulting recommends that Exception 3102 remain opén pending resalution of the issues
identified above.

Owest Response to KPMG Supplemental Recommendation (02/14/2002):

KPMG addressed several issues in its Second Response to EXP 3102 on Febrnary 11, 2002,

In item 6(a), KPMG suggested that the IMA CMP document should include entry and exit criteria. Qwest
will revise the IMA CMP to include entry and exit criteria and provide an updated version by February 22,

2002,

In item 6(b), KPMG stated that it would review the updated DDTS and PCRM documents upon receipt. In
the February 7, 2002 suppiemental response to EXP 3102, Qwest explained that the ClearDDTS Users
Guide is Rational Software proprietary and ¢an not be distributed by Qwest. Therefore Qwest is prohibited
from providing an updated DDTS document. In February 7, 2002 supplemental response to EXP 3102,
Qwest described DDTS. Qwest also clarified that DDTS is used internally to support IMA development
and production support and is not meant to support Qwest’s relationship with CLECs. In the February 7,
2002 supplemental response to EXP 3102, Qwest requested that KPMG refer to the February 11, 2002
response to Observation 3052 (TI 676) to address the PCRM portion of item 6(b).

KPMG requested that Qwest update the IMA EDI Developer’s Handboak. Qwest will update the IMA EDI
Developer’s Handboak to include CLEC touch-points and provide an updated version by February 22,
2002.

The only other issues that remain apen in this exception are Issuc Nos. 6(c), 6(d), 6(¢), 7(b) and 7(c}.
Qwest will address Issue Nos. 6(c), 6(d), and 6(c) following completion of the systems portion of the CMP
Redesign. Qwest addressed Issue Nos. 7(b) and 7(c) through the data request process in data request Nos.
CM32 and CM33.

Antachment(s):
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EXCEPTION 3110
Qwest OSS Evaluation

Initial Release Date: January 24, 2002

EXCEPTION REPORT

An exception has been identified as a result of test activities associated with the Change
Management Review, MTP Test 23.

Exception:

Qwest did not adhere to its Change Management Process document management
standards and tracking of CLEC notifications through the Mailout Notification
System.

Background:

Qwest utilizes the Mailout Notification System to distribute information that pertains to
CLECs business operations. These notifications cover a wide range of topics including
documentation updates, new product offerings, training availability, OSS planned outages,
Qwest-CLEC meeting notices, Qwest’s responses to CLEC-iniftated change requests, and
notices specifically concerning the Qwest Change Management Process (CMP). These
distributions are critical to allow CLECs to make informed decisions about their business
operations, as well as to maintain the Qwest CLEC business relationship. CLEC
representatives rely on accurate email headlines and timely notices to redistribute the emails
within their respective organizations.'

Issues:

Qwest did not adhere to its Change Management Process document management standards
and tracking of CLEC notifications through the Mailout Notification System. KPMG
Consulting reviewed a total of 115 CLEC notifications* that Qwest distributed through the
Mailout Notification System in December 2001, and identified the following six issues:

I KPMG Consulting observed that, in response 1o CLECs' request during the CMP Redesign effort, Qwest implemented a
standard naming convention for all Change Management email notiftcations beginning in August 2001.

2 KPMG Consulting received a total of 119 Qwest mailout notifications in Deceriber 2001. Four of them were tepeated
distributions, and thus, were excluded from this analysis.

01/26/2002
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) EXCEPTION 3110
| Qwest OSS Evaluation

1. Delayed distribution

KPMG Consulting identified 32 instances (28% of the total notifications reviewed) in which
Qwest’s date of a notification was earlier than its actual distribution, thus representing a
delay. While the majority of these delays fell within one business day, KPMG Consulting
identified 13 instances in which the delay exceeded two business days. Appendix A
includes one notification that was dated December 10, 2001, but was distributed on

December 27, 2001.
Emnail Headline ¢|" Document Date || Distribution Date.
System: CEMR User's Guide UPdate, RN, Effective 11/30/2001 12/3/2001
11/30/01
Systems: IMA GUI Dcumentation UPdate, non-release (1/30/2001 12/3/2001
related, 12/03/01
Generfil: Meetmgs:R..N: Collo Decommission Mtg on 12-12, 12/472001 12/5/2001
Effective 12-4-01, Final
System: OSS Scheduled Mte., Final 12/4/01 12/4/2001 12/5/2001
Change Management: Mecting: RN: Update from 11-30 Mtg
1

on UNE-P Bull Conversion, Effective 12-4-01, Final 12/4/2001 12/5/200
Minnesota Dept. of Commerce Interrogatory Dacket 13/5/2001 12/6/2001
P421/CI-01-1370
System: OSS Scheduled Maintenance, 12/10/01 12/10/2001 12/11/2001
System: OSS Sched. Mtce. Weekend of 12/14, 12/12/01 12/11/2001 12/12/2001
System: IMA GUI 8.1 CTAG Users Guide Update 12/13/01 12/10/2001 12/13/2001
Prolces'.?,: Ordering: RN: Updates to Local Service Ordering 12/14/2001 12/17/2001
Guidelines,
Product: UNE': RN: Update to Unbundlgd Local Loop 12/14/2001 12/17/2001
PCAT, Effective December 17, 2001, Final
Process: Provisioining: RN: Update to Customer Not Ready

12/14/2001 12/17/2001
Jeopardy Process, Effective December 14, 2001, Final
System: CEMR User's Guide Update, 12/14/01 12/14/2001 12/17/2001
System: Delayed Bill Post Notifications, 12/14/01 12/14/2001 12/17/2001
System: Digital Certificates & ECOM Dac, 12/14/01 12/14/2001 12/17/2001
Local Service Freeze Protection: AZ, IA, MN, MT, NE, NM, 12/17/2001 12/18/2001
WY
DMT Qwest DSL Change Charge 12/14/2001 12/18/2001
Qwest DSL Scrvice Promotion 12/14/2001 12/18/2001
Customer Premises Wirc and Maintenance Plans 12/14/2001 12/18/2001

01/26/2002
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Qwest OSS Evaluation

} " Email Headline' " ;| Document Date .| Distribution Date
Residence VMS Service, Effective 1/2/01 12/14/2001 12/18/2001
Training: IMA Release 9.0, RN, 12/18/01 12/14/2001 12/18/2001
Business Competitive Response — 1A 12/17/2001 12/19/2001
Process: Crdering: RN: Update t.o Service Interval Guide, 12/19/2001 12/20/2001
Effective December 20, 2001, Final

Switch Conversion-Woodland Park, CO [-12-02 12/20/2001 12/21/2001
Local Directory Assistance — MN 12/14/20G01 12/26/2001
Residence Caller ID and Security Screen Promo - [A, NM, 12/21/2001 12/27/2001
OR, MT

Meet the Due Date Promotion, Effective 2/1/02 12/26/2001 12/27/2001
Residence Caller ID and Security Screen Promotion -ND, 12/21/2001 12/27/2001
CO, WY

2002 QI Business Promotion Resale Notice - AZ, CO, IA, 12/26/200 12/27/2001
MT, NM, OR, SD, UT, WA, WY

Synchronous Service Transport, STS 1 Multiplexing 12/21/2001 12/27/2001
Business Caller ID Promotion, Effective 1/21/02 12/21/2001 12/27/2001
Residence Competitive Response Promaotion - Utah 12/10/2001 12/27/2001

2. Erroneous topic

KPMG Consulting observed one instance in which the email headline contained an
inaccurate description of its contents. On December 3, 2001, at 5:14 PM MT, Qwest
distributed an email with the headline, “Process: Ordering: RN: Update to Resale Database
Info, Effective December, 3, 2001, Final.” The notification included with the email was
titled “Updated Information for Getting Started as a Whelesale Customer & the
Negotiations Process” (Document No. PROS.12.03.01.F.00325.Getting_Started_& _
Negotiations).

3. Late notice of system changes

KPMG Consulting reviewed 10 notifications related to system changes, and identified four
instances in which Qwest notified CLECs following implementation of the associated patch
or change.

(,<'I;npl'el‘n“entatidil!};[g; ,qu'(ﬁcatib?&Dﬁte

| bt E!{E!‘V !

.Email Headline _
e e . D,'i.\te é&

System: Billing System Imple mentations, RN, Final, 12/3/01 11/15/2001 12/3/2001
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EXCEPTION 3110
Qwest OSS Evaluation

. Email Headline . - /| 1mplementation | Notification Date’
: piae L Date : , E o ;{‘ff :( .
System: EMI Fields Fixed on DUF, RN, 12/6/01 11/29/2001 12/6/2001
System: Billing System lmplementation 12-7-01, Final 11/29/2001 12/7/2001
System: Delaved Bill Post Notifications, 12/14/01 12/472001 12/14/2001

4. Inadequate interval for planned outage notices

KPMG Consulting identified eight notifications that were sent to CLECs about planned
system outages. All were distributed within fewer than three business days in advance of
the outage.3 In one instance, Qwest notified CLECs on December 7, 2001, at 5:41 PM,
about a planned outage scheduled to start at 5:00AM on December 8, 2001. (Appendix B).

Email Headline x Planned Outage | Notification Date
(Mountain Time) | (Mountain Time)
System: OSS Scheduled Mtc., Final 12/4/01 12/7/2601 12/5/2001
8:00 PM 2:27 PM
Systern: OSS Scheduled Maintenance, M, Final, 12/5/01 12/9/2001 12/5/2001
12:00 PM 5:46 PM
Minnesota Dept. of Commerce Interrogatory Docket 12/9/2001 12/6/2001
PA21/CI-01-1370 12;00 PM 12:59 PM
System: DLIS Availability, 12/7/01 12/8/2001 12/7/2001
5:00 AM 5:41 PM
System: OSS Scheduled Maintenance, 12/10/01 12/12/2001 12/11/2001
10:00 PM S17PM
System: OSS Scheduled Maintcnance 12-13, 12/11/01 12/13/2001 12/11/2001
10:00 FM 5:30 PM
System: OSS Sched. Mtce. CEMR-MEDIACC 12/14-12/16 12/14/2001 12/12/2001
10:00 PM 6:16 PM
System: 0S8 Sched. Mtce. Weekend of 12/14, 12/12/01 12/13/2001 12/12/2001
8:30 PM 6:31 PM

5. Inadequate information

3 KPMG Consulting notes that Qwest has not formally defined the notification interval for planned system outages. See
Action [temn #209, p. 66 of the CMP Redesign Draft Meeting Minutes Dec. 10-11.

01/26/2002
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On December 27, 2001, Qwest distributed a notification informing CLECs of rate
restructuring in Montana that was planned to take effect after the January 2002 billing date.
Qwest advised CLECs to contact Qwest Billing Representatives for specific details after the
changes were implemented, but did not specify an exact date for when the changes were to
take effect (Appendix C).

6. Lack of adequate tracking and verification

In response to KPMG Consulting’s data request and subsequent clarification, Qwest
submitted copies of Mailout Notifications that it had distributed to CLECs, rather than an
actual database or other logging tool used to track CLEC notifications®. KPMG Consulting
infers from the data request responses that Qwest Jacks a centralized database to track
information that is distributed to CLECs.

Based on the above analysis, it appears that Qwest does not distribute accurate information
on a timely basis. In addition, Qwest appears to lack the proper tools to track CLEC
notifications and ensure that the information therein is accurate. KPMG Consulting
considers the procedures, systems, and tools that Qwest uses to track information and
monitor its compliance with documented mtervals for notification to be an essential element
of the Change Management process.

Impact

CLECs depend on accurate, dependable, and timely information to support their business
and fulfill obligations of their customers, If a Mailout Notification includes an erroneous
topic in its subject line, a CLEC may route the notification to the wrong department and
responsible individual(s). If a Mailout Notification is distributed without an adequate
interval in advance of the planned change, a CLEC might not have the {lexibility to
reschedule its workforce and to complete transactions in a timely manner. The issues
identified in this Exception may result in CLEC operational inefficiencies, thereby reducing
CLEC profitability and impacting the CLEC’s ability to compete in the Locat Exchange
Carrier market.

Attachments: Appendices A, B, and C.

4 KPMG Consulting data request CM27: Database of Qwest notifications to CLECs. KPMG Consulting stated, in a
subscquent clarification, dated December 12, 2001, that KPMG Consulting requested “the actual database tool or logging
tool that Qwest uses to keep track of the natifications it has sent to CLECs.”
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Appendix A

Qwest

December 27, 2001
KPMG Consulting
KPMG Data
gwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 10, 2001
Effective Date: December 10, 2001
Document Number: PROD.12.10.01.F.A000236
Notification Category: Product Notification
Target Audience: CLEC, Resellers
Subject: Residence Competitive Response Promotion - Utah

This is to advise you of a retail promotional offer. Qwest apologizes for the delay in notification.

Product name: Residence Competitive Response Promotion

01/26/2002
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Tariff/catalog/price list reference: No tariff

State(s): Utah

Effective date of retail offer: 12/10/01 through 3/9/02
Description:

The Residence Competitive Response Promotion will be offered during a promotional period from
December 10, 2001 through March 8, 2002, to residence customers who have terminated or
canceled all or part of their Company services and established service with another
telecommunications provider, and such residence customers are reestablishing service with the
Company.

Returning residence customers can receive a maximum of either a waiver of the current
nonrecurring charge(s), or up to two months credit of the current monthly rate(s), or bath, on
selected services as determined by the Company.

Please notify only those resellers with approved resale agreements accarding to the terms specified

in their resale agreement. Advise them that retail offers that are subject to Commission approval and
may change. Reseller should monitor filings, since Qwest will not provide notification of changes.

If you have any questions or would like to discuss this notice please contact your Qwest
Sales Executive, Sue Gwin on 3039653353, Qwest appreciates your business and we look
forward to our continued relationship.

Sincerely,

Qwest
cc: Sue Gwin

Pam O'Connell

01/26/2002
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Appendix B

Qwest

December 7, 2001

KPMG Consulting
KPMG Data

gwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 7, 2001

Effective Date: December 7, 2001

Document Number: SYST.12.07.01.F.02463.DLIS_Availability
Notification Category: General Notification

Target Audience: CLECs, Resellers

Subject: Directory Listing Inquiry System Availability

This Communicatoris to advise you that, as a result of scheduled maintenance of the Listing Service
System (LSS), the Directory Listing Inquiry System (DLIS) will not be available on December 8, 2001
from 5:00 AM to 8:00 PM Mountain time. The functionality is expected to be restored by 5:00 AM,
Mountain time, December 10, 2001.

01/26/2002
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Questions regarding this Communicator can be directed to Melissa Garcia at 303-965-68019.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam O'Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,

Qwest
cc: Sue Gwin

Pam O'Connell

01/26/2002
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Appendix C

Qwest

December 27, 2001

KPMG Consulting
KPMG Data

H

gwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 27, 2001

Effective Date: December 28, 2001

Document Number: GENL.12.27.01.F.001516.Montana_Rate_Restructure
Notification Category: General Notification

Target Audience: CLEC, Reseller

Subject: Rate Restructuring for the State of Montana

In accordance with your Interconnection Agreement with Qwest Corporation {formerly doing
business as U S WEST Communications, Inc), rates have been restructured pursuant to the
Stipulation Agreement approved on October 12, 2001, by the Montana Public Service Commigsion
in Docket Number D2000.6.89 by Order Number 6260b.

01/26/2002
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These rates will be reflected on or after your January bilt date. Activity is in progress to apply billing
adjustments based upon true-up requirements ordered by the Montana Public Service Commission
as well as true-up requirements defined in your Interconnection Agreement.

Once the rates have been implemented and the adjustments have been applied, please contact your
Qwest Billing Representative for specific details or if you have any questions.

If you would like a copy of your rate sheet, please contact your Service Manager.
If you have any questions or would like to discuss this notice please contact your Qwest

Service Manager, Pam O'Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,
Qwest

Note: While these updates reflect current practice, it is important to note that there are
additional changes that will be forthcoming as a result of ongoing regulatory activities e.g.,
collaborative workshops, and state comniission orders. As these changes are defined and
implementation dates are determined, notice of additional updates will be provided
accordingly.

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information
on Qwest products and services including specific descriptions on doing business with

Qwest. All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site,
wholesale customers will receive written notification announcing the upcoming change.

cc: Sue Gwin

Pam O'Connell

01/26/2002
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i ROC Observation & Exception Formal Response

Test Vendor ID: EXP3ill

Qwest Internal Tracking ID: TI 828
Observation/Exception Title: Change Management Process
Test Type/Doemain. Test 23 - Change Mangement
Dute Qwest Received: 01/30/2002

Initial Response Date: 02/12/2002

Test Incident Summary:

Exception 3111 was initially released as Observation 3067 on December 12, 2001. KPMG Consulting
recommended on January 30, 2002 that Obscervation 3067 be closed and moved to Exception 3111,

EXCEPTION REPORT

An Exception has been identified as a result of the test activities associated with the Change Management
Test, MTP Test 23.

Exception:

Qwest Systems Change Management Process (CMP) lacks guidelines for prioritizing and implementing
CLEC-initiated systems Change Requests (CRs); criteria are not defined for developing the scope of an
0SS Interface Release Package.

Background:

The Qwest Systems Change Management Process (CMP) is the method used by both Qwest and CLECs to
impiement changes to Qwest wholesale 0SS inferfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of all systems change
requests (CRs). CLECs participate in the CR Prioritization Process to vote on both Qwest- and CLEC-
initiated CRs.) The ouicome of this CR Prioritization Process determines if CRs deemed critical to CLEC
business operations, according to CLEC voting results, will be included in an upcoming OSS release.

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing CLEC-initiated
systems CRs. KPMG Consulting reviewed existing Qwest documentation, including the Co-Provider
Industry Change Management Pracess {CICMP) Document and the CICMP — CR Prioritization Process
Document®, and noted the following:

¢  Qwest documents lacked information on the roles and responsibilities of Qwest staff involved in
the analysis of CLEC-initiated systems CRs;

! In the context of CMP Redesign, Qwest and CLECs have not yet agreed on whether or not regulatory and
industry guideline CRs are subject to the CR Prioritization Process.

The CICMP Document and CICMP — CR Prioritization Process Document, located at
www.qwest.com/wholesale/cmp/whatiscmp. html, represent the most recent Qwest documents relevant to
the CR Prioritization Process prior to the initiation of CMP Redesign,

ROC_TI8238_EXP3111_Formal Response_02_12_022/13/2002 - 9:47 AM
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s Qwest documents lacked information on how Qwest allocated available resources (capacity) for
all systems CRs to be included in an OSS releasc;

s  Detailed business analyses and system analyses from the Qwest software development team were
not performed for all CLEC-initiated CRs;

e« Qwest documents lacked definitions and criteria for the Level of Effort (formerly known as *“T-
shirt size'') assignment for individual CRs; and

»  Qwest documents lacked information on how Qwest identified CR package options for a software
release that it recommended to CLECs, foltowing the CR Prioritization Process.

*

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no assurance that all CRs
receive a thorough assessment from the Qwest software development team. In addition, it is unclear how
Qwest allocates resources for the wholesale OSS to accommodate CLEC business needs, and how Qwest
estimates the resources required to complete individual CLEC-initiated CRs. Failure on the part of Qwest
1o attend to CRs that CLECs deem critical to CLEC business operations in a timely manner may result in
lengthy delays in inplementing these changes. In fact, the limited capacity that Qwest allows for cach
release may categorically prevent the implementation of some CRs.

Qwest Formal Response to 03067 (12/20/01):
Qwest responses to the 5 KPMG stated issues,

1. “Owest documents lacked information vn the roles and responsibilities of Qwest staff involved in
the analysis of CLEC-initiated systems CRy.”

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re -Design Framework
Interim Draft - Revised 12-10-01, located at http://www.qwest.com/wholesale/cmp/redesign.html, will
further illuminate the process, roles and responsibilities of Qwest personnel during the preliminary
evaluation and subsequent prioritization of CLEC-tnitiated systems CRs.

2. “Qwest documents lacked informaiion on how Qwest allocated available resources (capacity) for
all systems CRs to be included in an OSS release.”

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose this business
information to the CLECs. This issue will be resolved and included in the Qwest Proposed Prioritization
Language when it is accepted by the Re-design Team.

3. “Detailed business analyses ond system analyses from the Owest software development team were
not performed for all CLEC-initiated CRs.”

Detailed business and systems requirement development occurs after the CLECs and Qwest prioritize the
list of CLEC initiated CRs pursuant to the Co-Provider Industry Change Management Process document,
Section IV. Additionally, the Qwest Proposed Prioritization Language, collaboratively written by Qwest
and the CLECs, but not yet adopted by the Re-design Team, details the following:

e  There is insufficient space to include all CLEC initiated CRs in the upcoming releasc. The
prioritization process channels the business and system requirements development effort.

e The business and system requirement development effort begins with CRs at the top of the
prioritization list and continues down the list until all available development resources are
exhausted.

s Business and systems requirements are developed for more CRs than can ultimately be in¢luded in
the rclease.
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4. “"Qwest documenis lacked definitions and criteria for the Level of Effort (formerly known as “T-
shirt size "} assigninent for individual CRs.”

The Co-Provider Industry Change Management Process document does not have specific definitions for
Level of Effort. However, in the Master Red-Lined CLEC-Owest CMP Re-Design Framework Interim
Drafi - Revised 11-29-01 the following language has been agreed to in the CLEC-Qwest OSS Interface
Change Request Initiation Process section:

“Identification of the preliminary level of effort (S, M, L, XL) required to implement the CR.

e  Small - requires changes to only one subsystem of a single system

e Medium - requires changes to 2 or more subsystems of a single system

e Large - requircs changes to 2 or more systems or complex changes in multiple subsystems of a
single systcm

s  Extra Large — requires extensive redesign of at least one system.”

Additionally, Qwest and the CLECs are currently negotiating a refined preliminary Level of Effort criteria
based on a rough estimate of the number of people-hours necessary to complete a CR.

5. Qwest documents lacked information on how Qwest identified CR package options “for a sofware
release that it recommended to CLECs, following the CR Prioritization Process. "

The CLEC-Qwest OSS Interface Change Request Initiation Progess section of the Master Red-Lined
CLEC-Qwest CMP Re -Design Framewotl Interim Draft - Revised 12-10-01 provides the following
language which has been agreed to by the CLECs and Qwest:

“At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates on the releasc candidate list. The newly packaged list of CRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commit to a final list of CRs for inclusion in the
release.”

KPMG Consulting’s First Response to 03067 (01/04/2002):
KPMG Consulting reviewed Qwest’s responses, and identified the following issues:

1.  XPMG Consulting revicwed the Master Redline CLEC-Qwest CMP Re-Design Framework
document but is unable to identify information therein that describes the roles and responsibilities
of Qwest staff who conduct business and system analyses of CLEC-initiated systems CRs.

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwest provide
related documentation for review, once it is finalized.

3. KPMG Constlting is awarc of the possibility that not all CLEC-initiated, CLEC-prioritized CRs
may be included in a given, upconiing release. It is thus critical that Qwest’s softwarc
development team conducts a thorough assessment of all CRs, and provides CLECs with adequate
information (see the following paragraph) so that CLECs are able to make informed decisions
about all CRs during the prioritization process.

4. Based on the definitions of the preliminary levels of effort (S, M, L, and XL), KPMG Consulting
could not quantify the amount of work performed by the Qwest software development team, or the
total amount of work required for each software release. It is unclear how the above specifications

ROC_TI828_EXP311i_Formal Response_02_12_022/13/2002 - 9:47 AM
Qwest Communications, Inc. Page 3 of 1



ROC Observation & Exception Formal Response

would inform CLECs of the overall capacity of a given, upcoming release, and enable CLECs to
make informed decisions on the bases of interdependences, as well as tradeoffs, among numerous
CRs, during the prioritization process.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest software
developers utilize to identify affinities between candidates.

Owest Response to KPMG Comments to 03067 (01/14/02):

The following response addresses the five issues identified by KPMG in their raspounse dated January a4t
2002. KPMG's issues have been replicated below in Jtalics for ease of reading.

L

KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design Framework document
but is unable ip identify information therein that describes the roles and responsibilities of Qwest staff’
who conduct business and system analysis of CLEC-initiated systems CRs.

There has been no definitive discussion in CMP Redesign sessions to include a detailed description of
the roles and responsibilities of Qwest staff who do not interface directly with CLECs on CMP
functions, including those who conduct detailed business and system analyses of CLEC-initiated
systems CRs. However, once approved by the Re-design Team, the Master Redline CLEC-Qwest
CMP Re -Design Framework Interim Draft will further describe the process, roles and responsibilities
of Qwest personnel who participate in the preliminary evaluation and subsequent prioritization of
CLEC-initiated systems CRas.

As stated in Qwest’s initial response, this text is not included in the Master Redline document because
it has yet to be reviewed and approved by the CMP Redesign team. A draft of the text is contained in
the document Qwest Proposed Managing the CMP Language - Revised [1-20-01 which is located in
the Redesign Documentation section of the Qwest CMP Redesign Web site.

(hitp:/fwww, gwest.comi/wholesale/downloads/2001/01 [ 121/ProManagingCMPLang. doc).

KPMG Consulting is gware of the ongoing CMP Redesign effort, and reguests that Qwest provide
related documentation for review, once it is finalized.

Qwest will continue to publish compleled and accepted Redesign documentation in the form of the
most recent update of the Master Redline CLEC-Qwest CMP Re-Design Framework Interim Draft,
This document is available on the Qwest CMP Redesign Web site,

htrp:/www. qwest.com/whelesale/empiredesivn.html. Additionally, Qwest distributes an email
message containing all Redesign documentation, agreed-to and proposcd, before and after each
Redesign session. KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for January 22™ through 24, 2002. The findings should be
documented by January 28", 2001. If that timetable is met, KPMG will receive the revised
documentation no later than January 29, 2002.

KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-privritized CRs may
be included in a given, upcoming release. It is thus critical that Qwest’s software development team
conducts a thorough assessment of all CRs, and provides CLECs with adequate information (see the
following paragraph) so that CLECy are able to make informed decisions about qll CRs during the
prioritization process.

As discussed, agreed-to, and documented in Scction 3.0 of the Master Redline, an initial “rough
estimate” of the lcvel of effort (LOE) for each CR is determined as an aid in CLEC prioritization. Due
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to resource constraints, Qwest is unable to commit to conduct a detailed assessment of the level of
effort (LOE) for every release candidate.

Buased on the definitions of the preliminary levels of effort (S, M, L, and XL), KPMG Consulting could
not quantify the amount of work performed by the Qwest sofiware development team, or the total
anmount of work required for each software release. It is unclear how the above specifications would
inform CLECs of the overall capacily of a given, upcoming release, and enable CLECs to make
informed decisions on the bases of interdependencies, as well ns tradecffs, among numerous CRs,
during the prioritization process.

After discussion during several recent Redesign meetings Qwest and the CLECs agreed to no longer
utilize “T-shirt” sizing to categorize the level of effort for a release candidate. At Redesign mectings
Qwest has agreed to provide CLEC s with actual level of effort range estimates in order for CLEC’s to
priotitize which CRs can be included in a major release. Qwest is currently developing these range
estimates, and will present them to the CLECs at the January 2002 Redesign session. These estimated
ranges are not intended to give the CLECs a view of the ovcrall capacity of the release.

Qwest and the CLECs have agreed to a process documented in Scetion 3.0 of the Master Redline that
will provide the CLECs with meaningful information with which to make informed decisions
regarding the prioritization of CRs. That process is currently written as follows but will be updated to
remove the T-shirt sizing when the ranges have been agreed upon.

“Qwest will review the CRs received prior to the cut off date and evaluate whether Qwest can
implement them. Qwest’s responses will be one of the following:

¢ “Accepted” (Qwest will implement the CLEC request) with position stated. If the CR is

accepted, Qwest will provide the following in its response:

»  Determination and presentation of options of how the CR can be implemented

» Identification of the preliminary level of effort (S, M, L, and XL) required to implement
the CR. (WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT A
REQUEST WAS MADE AS TO WHAT 1S MEANT BY PRELIMINARY LEVEL
OF EFFORT AND IS TO BE DEFINED BY QWEST.)

e Small - tequires changes to only one subsystem of a single system

e Medium - requires changes to 2 or mote subsystems of a single system

* Large - requires changes to 2 or more systems or comp lex changes in multiple
subsystems of a single system

e  Extra Large —requires extensive redesign of at least one system.

If CLECs do not accept Qwest’s response, they may elect to escalate or dispute the CR in
accordance with the agreed upon CMP escalation or dispuie resolution procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the CR and any other CLEC may become
responsible for pursuing the CR ypon providing written notice to the Qwest CMP Manager. [f the
CLECs do not accept Qwest’s response and do not intend to escalate or dispute at the present timc,
they may request Qwest to status the CR as deferred. The CR will be status deferred and CLECs
may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview of its respective CR(s})
and Qwest will prescnt either a status or its response.,

Qwest or CLEC originated CRs for changes to an existing OSS interface will then be prioritized
by the CLECs and Qwest, resulting in the initial release candidate list. CLEC or Qwest originated
CRs for introduction of a new interface or retirement of an existing interface are not subject to
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prioritization and will follow the introduction or retirement processes outlined in Sections x and x
of the Master Redline, respectively.

Based on the initial release candidate list, Qwaest will begin its development ¢ycle, which includes
the following milcstones:

e Business and systems requirciments: Qwest engineers define the business and functional
specifications during this phase. The specifications are completed on a per candidate basis in
priority order.

o  {(AT&T Comment) Packaging: Qwest and CLECs will discuss grouping candidates with
affinities may be addressed move efficiently if taken together.[AT& T comment: this may
not be exuctly the right description. We just wanted fo add this to this list of steps.]

e Design: Qwest engincers define the architectural and code changes required to complete the
work associated with each candidate. The design work is completed on a per candidate basis
in priority order.

* Code & Test: Qwest engineers will perform the coding and testing required to complete the
work associated with each candidate, The code and test work is complcted on a per candidate
basis in priority order.

Using the initial release candidate list, Qwest will begin business and system requirements.
During the business and systems requirement efforts, CRs may be modified or new CRs may be
generated (by CLECs or Qwest), with a request that the new or modified CRs be considered for
addition to the release candidate list (late added CRs). (WCOM COMMENTS: CHANGE
“INITIAL RELEASE CANDIDATE LIST TO “RELEASE CANDIDATE LIST,) If thc CMP
body grants the request 1o consider the late added CRs for addition to the release candidate bist,
Qwest will size the CR’s requirements work effort. If the requirements work effort, for the late
added CRs, can be completed by the end of system requirements, the initial release candidate list
and the new CRs will be prioritized by CLECS in accordance with the agreed upon Prioritization
Process (see Section xx of the Master Redline), 1f the requirements work effort, for the late added
CRs, cannot be conpleted by the end of system requirements, the CR will not be eligible for the
release and will be returned to the pool of CRs that are available for prioritization in the next OS85
interface release.

At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates on the release candidate list. The newly packaged list of CRs will be
used as the velease candidate list during the desiga phase of a release. At the monthly CMP
meeting following the completion of design, Qwest will commit to a final list of CRs for inclusion
in the release.”

This process, agreed-to by Qwest and the CLECs, provides a Level of Effo rt to the CLECs to use during
Prioritization and outlines to process for Qwest to present various packaging options to the CLECs.

5.

KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest sofiware
developers utilize to identify affinities between candidates.

The assessment and identification of candidate affinities is not a structured process. Qwest relies on
the knowledge and experience of its system architects and analysts to identify opportunities for
efficiency in all areas of system development including those related to candidate affinity. A few of
the factors considered in assessing affinitics include modifications to common modules or data
components, changes to common transactions, and use of common resources.
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KPMG Consulting’s Initial Release of Exception 3111 (01/30/2002):

KPMG Consulting responses for each issue raised in Observation 3067 are detailed below, For ease of
reference, KPMG Consulting has assigned numbers for each issue,

1) Qwest internal and external documents lack the roles and responsibilities of Qwest software
development staff who are involved in the analysis of CLEC-initiated systems CRs;

In its response to Observation 3067, Qwest affirmed that text regarding the roles and responsibilitics of
staff who conduct business and system analyses of CLEC-initiated systems CRs is not included in Master
Redline CLEC-Qwest CMP Redesign Framework Interim Draft, since it has not yet been reviewed and
approved by the CMP Redesign team. Qwest indicated that draft langnage was contained in another
document, Qwes? Proposed Managing the CMP Language — Revised 11-20-0]. KPMG Consulting
reviewed this document, and was unable to identify information therein that describes the responsibilitics of
Qwest staff who perform the preliminary evaluation, analyses, or subsequent packaging of CLEC-initiated
CRs. Because the draft language has not yet been finalized or agreed upon as part of CMP Redesign, and is
not included in any formal Qwest document, KPMG Consulting considers these roles and responsibilities to
be undefined. As previously mentioned in its January 4, 2002 response to Observation 3067, KPMG
Consulting continues to monitor the CMP Redesign process relative to the assignment of staff and
managers.

KPMG Ceonsulting deems the existence of defined roles and responsibilitics for groups such as the IT staff,
internal boards, external vendors, and Wholegsale Change Management representatives to be indicative of
whether or not a fully functional process is in place. KPMG Consulting recognizes that, prior to the CMP
Redesign, Qwest operated a former process, referred to as the Co-Provider Industry Change Management
Process (CICMP), and that, therein, established procedures for considering the CLEC-assigned priority of a
change request in relation to such factors as available resources and Qwest-initiated prioritics may have
existed. KPMG Cousulting would cxpect Qwest to be able to provide some information independent of
CMP Redcesign statys that explains the functions of personnel who are responsible for evaluating CLEC-
initiated CRs, as well as any guidelines used to carry out work assignments. This issue isunresolved.

2) Qwest does not provide CLECs with information on the manner in which Qwest allocates available
resources (capacity) for systems CRs to be included in an OSS release;

Qwest’s January [4, 2002 response stated that resofution of how Qwest allocates its available resources for
systems CRs to be included in releases is still pending Qwest-CLEC negotiation of CMP Redesign. Under
the terms of the CMP Redesign process, Qwest will continue to publish the completed and accepted
Redesign documentation at the Qwest Redesign Web site. Qwest and CLECs hcld a series of meetings on
January 22 through 24, 2002.

KPMG Consulting reviewed all information pertaining to resource allocation issues that was discussed at
the most recent collaborative sessions, KPMG Consulting’s understanding is that the documentation from
those sessions remains incomplete and in draft state, and that Qwest pians to provide the revised
documentation by January 29, 2002. KPMG Consulling is prepared to consider and review all final
documentation that accurately describes the formalized, implemented process (i.e., documentation that
reflects the most current representation of Change Muanagement for this subtopic/area).

The lack of capacity resource information for conducting a fundamental task, i.c., implementation of
changes requested by wholesale customers, is reflective of the larger issue, confirmed by Qwest, that no
criteria defined for Qwest’s developing the scope of an OSS Interface Release Package exist. Thus, when
CLECSs assign 4 priority for CRs, and collectively decide which they consider important, there is very little
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information available about how Qwest factors the results of CLEC prioritization into its program
development and project planning activities. This issue remains unresolved.

3) Qwest software development teams do not perform detailed business and system analyses on CLEC-
initiated CRs;

In response to this issue, Qwest reiterated that it cannot include all CLEC-initiated CRs in a given,
upcoming release, and that a detailed assessment of all CLEC-initiated CRs is infeasible due to tesource
constraints, Qwest also stated that it begins at the top of the prioritization list and continues down until all
development resources are exhausted. Systems requirements are developed for more CRs than can
ultimately be included in the release. Yet, it is unclear as to if, or how, Qwest considers relative costs and
benefits, whether or not there is any pairing or interaction between system CRs filed for the same release
(i.e., affinitics), and if any of the same CMP development resources are dedicated to correct defects and
conduct maintenance of Qwest production systems. In a discussion about mecting topics, one CLEC noted
that, during the January 2002 prioritization exercise, some lower priority items were “packaged” (i.e.,
scheduled for inclusion in a relcasc), whereas some higher priority requests were excluded or d&layed.3

KPMG Consulting considers the fact that Qwest software developmient teams do not perform structured
business and systems analysis of CLEC-initiated CRs as another indicator that no defined criteria are used
to determine the overall scope of release capacity, and no systematic, consistent, and repeatable process is
used to implement both CLEC and Qwest-initiated change requests. This issue, which remains upresolved,
is related to the level of effort (LOE) estimate, which Qwest statcd was already agreed-to as an aid to
CLEC prioritization.

4) Qwest documents lack definitions and criteria for establishing the Level of Effort (LOE, formerly
known as “'T-shirt size”) assignment for individual CRs; and

In response to this issue, Qwest indicated that it plans to revise the LOE parameters to provide CLECs with
an actual level of effort range. [t also stated that these ranges would not be intended to provide CLECs
with a view of the overall capacity of the release. Qwest outlined the agreed-upon packaging process that
is included in the Master Redline document. Although the Redesign efforts have resulted in progress for
this arca, and some language has been completed, incorporation of LOE ranges remains unresolved until
CLECs and Qwest can agree upon the appropriate level of detail for CR sizing definitions, Participants in
the CMP Redesign meetings held January 22 through 24, 2002, did not discuss or resolve pending Action
Items, including #146 Criteria used to determine LOE for a release. In its previous response, Qwest stated
that it is unable to commit to conducting a detailed assessment of the LOE for every release candidate.
KPMG Consulting requests that Qwest provide information about which release candidates will receive
detailed business and system analyses, and how this decision will be made. This issue isunresolved.

5} QOwest documents lack information on the manner in which Qwest identifies CR package options for a
discrete software release that it recommends to CLECs, following the CR Prioritization Process.

In response to this issue, Qwest stated that, “the assessment and identification of candidate affinities is not
a structured process” (italics added]. This served as a further indication that criteria, such as those that
Qwest would usc to identify package options, do not exist, are not formally defined, and are not
documented, either internally or within the context of CMP Redesign. This issue is unresolved,

3 Sce CMP Redesign email sent by Qwest to Eschelon Tclecom, Inc. on January 22, 2002, Subject:
Redesign issues discussed in January CMP meetings, Item Number 4.
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Observation 3067 has been escalated to Exception 3111 for three reasons:

+  KPMG Consulting considers the five sub-issues above unresolved; some issues appear to be at
impasse.

s Qwest stated that elements described in the original Observation will not be finalized (and thus cannot
be implemented) until CMP Redesign is complete.

e Based on Qwest’s latest response and the current state of CMP Redesign implementation, at least one
KPMG Consulting evaluation criterion for Test 23 would be assigned a “Not Satisfied” result.

To summarize, criteria for use by Qwest’s software development tcams to develop the priorities, capacity,
and capabilities of a software release are neither documented nor fully defined. The lack of established and
documented development criteria, and a clear process for Qwest resource allocation for wholesale OSS,
may result in the Qwest software development tcams’ overlooking and/or ignoring CRs deemed important
to CLECs, as determined by the results of the priaritization process. Failure on the part of Qwest to attend
to CRs that CLECs deem critical to their business operations in a timely manner may result in lengthy
delays in implementing these changes. This may prevent CLECs from receiving important order and pre-
order functionatity, thus inhibiting their ability to compete in the local exchange carrier market.

Qwest Formal Response to Exception 3111 (02/12/2002):

Listed below are Qwest’s responses to each of the “sub-issucs” identified in KPMG’s previous response.
The numbers correspond to those usad by KPMG.

1. Qwest will provide, via the data request process, decumentation of the internal methods and
procedures that define the roles and responsibilities for Qwest personnel involved in prioritization of
CLEC initiated system change requests. The docunentation will be made available by February 2
2002.

2. Thc Master Redline document, Section 9.2 states: “At the last Systems CMP meeting before
Prioritization, Qwest will facilitate the preseniation of all CRs eligible for Prioritization. At this
meeting Qwest will provide a high level estimate of the Level of Effort of each CR and the estimated
total capacity of the release. This estimate will be a rough estimate of the number of person hours
required to incorporate the CR into the release.”

Qwest has subsequently added similar language in the CR Initiation section to state that LOEs
will be provided: 1) Prior to prioritization 2) At packaging and 3} At commitment. The
submitted text will be reviewed with the CLECs during the next CMP Redesign session
scheduled for February 19", 2002, Qwest will provide an update regarding the progress of
this issue in a supplemental response to this exception by February 22, 2002. IMA 11.0 and
SATE 11.0 will be the first releases for which Qwest will provide release capacity estimates
for use in the CR prioritization process.

3. As stated above in the response to sub-issue 2, Qwest agreed to provide the capacity constraints of
major releases for use in prioritization of CRs. Qwest also provides a high level estimate of the LOE
for all CR candidates for use CR prioritization. After prioritization, Qwest conducts a detailed
evaluation of each CR candidate beginning with the highest priority CR and ending when the capacity
of the release is exhavsted, All of these activities are identical whether Qwest or a member of the
CLEC community initiated the CR.

The CMP redesign sessions conducted February 3-7 2002 concluded without a resolution to
CR prioritization. The topic will be re -addressed at the next CMP Redesign session scheduled
for February 19, 2002. Qwest will provide an update regarding the progress of this issue in a
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supplemental response to this exception by February 22, 2002. When the prioritization
process is agreed npon this sub-issve will be completely addressed.

4. Asstated in the prior response and reiterated in the response to sub-issue 3 above, Qwest provides a
high level estimate of the LOE required for cach CR candidate. The high level estimate is for use in
candidate prioritization. After the release candidates are prioritized, using the process agreed to in the
CMP redesign, Qwest conducts a detailed assessment of the LOE for each candidate beginning with
the highest priority candidate and concluding when the cstimated capacity for the release is exhausted.

Qwest and the CLECs have achicved significant progress toward defining the LOE estimation
process for change requests, These refinements are reflccted in the most recent version of the
Master Redlined Document posted on Qwest’s web site repository for CMP documents.

5. Qwest will provide, via the data request process, documentation of the internal methods and

procedures followed by Qwest to identify packaging efficiencies for system changes. The
documentation will be made available by February 22", 2002.

Attachment(s): None
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Test Vendor ID: EXP 2003

Qwest Internal Tracking 1D TI281
Observation/Exception Title: Releasc Schedule Incomplete
Test Type/Domain: Relationship Management
Date Qwest Received: 03/29/2001

Initial Responsc Date: 04/12/2001

Supplemental Response Date: 06/28/2001

2" Supplemental Response Date: 12/21/72001

3rd Supplemental Response Date: 02/12/2002

Test Incident Summary:
An exception has been identified as a result of the test activities of the pseudo-CLEC,

Exception:

Qwest does not follow its established release notification schedule when implementing IMA releases, and
does not provide complete and accurate information in its release notifications to enable co-providers to
prepare adequately for certification and implementation of new reloases,

Background:

When implementing a new IMA EDI release, Qwest makes available a series of documents to co-providers
to assist them in their certification and implementation efforts. Qwest’s Co-provider Indusiry Change
Management Process (CICMP) organization handles the process of tracking releases and notifying co-
providers of release information and schedules. Qwest develops the scheduling of IMA releases internally,
and posts the targeted timeline of release dates in a calendar on the CICMP web page.

During the P-CLEC’s EDI implementation kick-off meeting, Qwest did not provide details relative to the
process by which it plans and schedules EDI releases. However, the P-CLEC presumes that the CICMP
calendar is based upon the IMA Matrix in Qwest’s Release Notification Enhancement document found on
the CICMP web palgc.l

Based upon the P-CLEC’s experience in implementing EDI Release 6.0, Qwest has not followed its
established release timeline. Because of Qwest’s deviation from the posted release schedule, the P-CLEC
experienced implementation planning, resource scheduling, and quality assurance issues.

The attached spreadsheet provides a comparison between Qwest’s expected release timeline, as defined in
the IMA Mzztrix,2 the CICMP calendar’s posted relcase notification delivery dates, and the actual dates that
the P-CLEC received Qwest release notifications. As the attachment shows, on many occastons, Qwest
delivered release notifications late, Specifically, Qwest published the Release 6.0 Recert ification Notice on
the same day it rcleased IMA 6.0, three weels after its projected delivery date. Qwest’s Release Notes

Jrwww. gwest.comiwhaolesale/dowualoads/enhancinent 120600.p1
2 The projected release timeline was determined by counting backward the number of days or weeks stated
in the IMA Matrix from Qwest’s stated target release dates of December 11, 2000 for Release 6.0 and
February 26, 2001 for Release 6.01,
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Descriptions, which shauld have been delivered six weeks prior to the target release date, on October 11,
2000, were not received by the P-CLEC until October 27, 2000.

Further, when Qwest provides release notifications to the co-provider community, it does not always
provide complete and accurate information. For example, though Qwest published the Release 6.0
Bascline Candidates only one day after the date listed on the CSCMP calendar — and approximately three
weelks eatlier than the projected delivery date based on the IMA Matrix timeline — Qwest had to release a
clarification to the Baseline Candidates on August 23, 2000 — more than one month after the CICMP
calendar delivery date, and nearly two weeks after the IMA Matrix-defined projected delivery date.

Qwest also released two addenda to its EDI Release 6.0 Disclosure Documents. These addenda were
published after the release of IMA 6.0 to correct errors in the original Disclosure Documents.

The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the ED] mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the P-CLEC found the analysis of the change summaries to be
confusing due to a lack of clarity as to how to incotporate the contznt in the second disclosure document
addendum. Specifically, it was not evident whether the second addendum was inclusive of the changes
noted in the first addendum. Qwest does nat provide a documented process that details how a co-provider
should implement changes noted in the disclosure document addenda,

Issue:

Because Qwest has not adhered to its stated implementation timeline, co-providers have not been afforded
adequate time to prepare for implementation of new releases. Co-providers must complete their analysis,
development, and testing efforts within a shortened time frame, which creates greater opportunity for errors
to occur in a co-provider's implementation efforts.

Further, the incomplete nature of Qwest's release notifications further complicate co-providers’
certification efforts by forcing co-providers to work with continually changing documcntation, Qwest’s
inability to pravide complcte and accurate release documentation in its initial delivery of release
notifications greatly increases the time and resources a co-provider must commit to implementing a new
IMA EDlIrelease.

Impact:

[f Qwest docs not meet its established timelines for the publishing of IMA EDI release documentation, co-
providers will not be able to make a smooth transition from their current EDI release to a new release.
Further, multiple and frequent changes to release documentation causes co-providers to expend additional
time and resources on relcase documentation that is not necessarily complete or accurate. These frequent
and voluminous changes to release specifications will lead to the failure of co-providers’ implementation
effarts, and will, ultimately, delay co-providers from entering into production in a new release and
executing their business plans.

Owest Response Summary:

Qwest has fully researched the issues outlined in this Exception and does not believe it constitutes a
problem.

During the project initiation discussion Qwest and the CLEC determine objectives and scope of the
implementation, the time frames, and the EDI interface release against which implementation will be
performed, Qwest provides a timeline of when Release Notifications were and will be published and made
available to the CLEC. Qwest believes that this process currently adequately addresses the implementation
planning and scheduling activities.

All pertinent information is published by Qwest through the CICMP process and in interactions with the
CLEC, which includes a calendar on the CICMP web page, Release Notifications, and other documents.
While it is Qwest's utmost desire to meet or exceed all published target dates, it is noted that all proposed
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IMA release dates are only targets and changes may occur during an IMA release life cycle that impacts
thesc target dates. Should changes occur, Qwest will update its target dates and commmunicate this to the co-
provider.

With respect to the timing around re-certification, it should be noted that during the conversion to a new
IMA EDI Release, it is the CLEC that initiates the beginning of the migration process. An initial migration
meeting will be held to discuss re-certification, migration strategy and data conversion. A project plan will
be developed and mutvally agreed upon to assist in the scheduling of appropriate resources for the
migration.

HP Comments 05/14/01:

As documented in the Exception, Qwest doegs not follow its established release notification schedule when
implementing IMA releases, and does not provide complete and accuratc information in its release
notifications to enable co-providers to prepare adequately for certification and implementation of new
releases. Co-providers must complete their analysis, development, and testing efforts within a shortened
time frame, which creates greater opportunity for errors to occur in a co-provider’s implementation efforts.
Further, Qwest’s inability to provide complete and accurate release documentation in its initial delivery of
release notifications greatly increases the time and resources a co-provider must commit to implementing a
new IMA EDI release.

Discussion

Based upon the P-CLEC’s expcrience in imple menting EDI Release 6.0, Qwest did not follow its
established release timeline, as posted on the CICMP website calendar. Because of Qwest’s deviation from
the posted release schedule, the P-CLEC experienced implementation planning, resource scheduling, and
quality assurance issues. Inthe Exception, the P-CLEC provided a table comparing the targeted release
dates of IMA 6.0 Release Notifications, and the actual dates on which the release notifications were
distributed by Qwest. Among the late release nolitications, Qwest provided the 6.0 Recertification Notice
on tha same day Releasc 6.0 was implemented and three weeks after the projected delivery date.

Further, this Exception noted that Qwest release notifications do not always provide complete and accurate
information. As examples, the Exception cited Qwest's release of a clarification to the Release 6.0
Baseline Candidates on August 23, 2000 — more than one month after the CICMP calendar delivery date
{July 20, 2000) and the relcase of the initial Baseline Candidates notification (July 21, 2000). The
Exception also reparted that Qwest had to release two addenda to its EDI Release 6.0 Disclosure
Documents, published after the release of IMA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of ammiving at a complete set of
business rules specifications, Additionally, the analysis of the change summaries was confusing because it
was not evident whether the second addendum was inclusive or exclusive of the changes noted in the first
addendum. This confusion is compounded by the fact that Qwest does not provide a documented process
that details how a co-provider should implement changes noted in Disclosure Document addenda.

In Qwest’s response to the cited issues, it indicated that it does not believe this Exception documents a
problem with its systems or processes. Qwest indicated that, during the EDI implementation process with a
co-provider, Qwest provides a timeline of when Release Notifications were and will be published and made
available to the co-provider, and stated it believes this process adequately addresses the necessary

imp lementation planning and scheduling activities. Qwest noted that, while it is desirable to meet or
exceed all published target release dates, there is a notice on the CICMP Release Calendar that all proposed
IMA release dates are only targets and changes may occur during an IMA release life cycle that impact
these target dates. Shounld changes occur, Qwest stated it would update its target dates and communicate
this to the co-provider.

With respect to the Exception’s use of the delayed IMA 6.0 Re-certification Notice, Qwest indicated that,
during the conversion to a new IMA EDI Release, it is the co-provider’s responsibility to initiate the
migration process. An initial migration meeting will be held to discuss re-certification, migration strategy
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and data conversion. A project plan will be developed and mutually agreed upon to assist in the scheduling
of approptiate resources for the migration.

Recommendation

HP does not believe that Qwest has fully addresscd the issues raised in this Exception. First, while Qwest
notes that its published target release dates may change during the life cycle of an IMA release, Qwest has
not addressed the impact that such delays have on a co-provider’s ability to accommodate and plan for new
release implementations on a shortened timeframe. Co-providers plan their release implementations based
on the release calendar provided by Qwest. 1f a co-provider cannot be assured that targeted release dates
will be met, it will have difficulty coordinating the necessary resources to implement the new release.
Further, when a documentation release is delayed, co-providers must alter their development and
implementation plans to ensure that the appropriate resources are available to complete the necessary
review and development in the shortened timeframe.

Second, Qwest indicated in its response that the co-provider is responsible for initiating the migration
process to a new release, and that, consequently, its publishing of the IMA 6.0 Re-certification Notice three
weeks behind schedule, and on the same date IMA Relcase 6.0 was implemented, does not constitute a
problem. While HP accepts that the co-provider may be respensible for initiating migration to a new [IMA
release, this does not remove from Qwest the responsibility to notify co-providers in a timely manner that
re-certification and migration plans necd to be developed. The Re-certification Notice is important {0 co-
providers in their planning for the migration process in that it provides the timeframes in which re -
certification must be completed.

Third, in addition to Qwest’s delayed publishing of Release Notifications, this Exception also addressed the
issue of Qwest’s frequent re-release of Release Notices and Disclosure Documentation. As was
documented in the Exception, when Qwest releases addenda to its documentation, co-providers are forced
to develop their interfaces in a piece-meal fashion and often have to re-code theic EDI maps to account for
changes to Qwest's business rules specifications. This requires co-providets to devote additional time and
resources to the devclopment and implementation of new IMA releases. In its response, Qwest did not
address this deficiency in its release change management process.

HP recommends that this Exception remain open pending the outcome of the current ROC TAG review of
proposed Change Management Performance Indicator Definitions (PIDs). Of the Change Management
PIDs under consideration, this Exception directly corvelates to “PO-16 Timely Release Notifications,”
proposed by Qwestand “RQ-3 Release Quality,” proposed by the co-provider community. Implementation
of these PIDs will require Qwest to resolve the root cause of the issues cited in this Exception in order to
meet established benchmark performance standacds.

Further, HP requests clarification with rcgard to the multiple releases of Disclosure Document addenda and
release notifications cited in this Exception, as these multiple releases have a significant effect on the
quality and reliability of an IMA EDI Release, and impact a co-provider’s ability to plan, develop, test and
implement its EDI interface. The attached table, identifying the multiple revisions and addenda to the IMA
Release 6.0 Disclosure Documents, shows the magnitude of this impact on co-providers.

Owest Supplemental Response to HP Comments (06/28/2001):

Qwest is making a proposal te change its change management program to meet the needs of the industry
and align Qwest with evolving industry directions. To this end, Qwest is working this issuec in the
regulatory workshops and the CICMP Forum and has prepared a proposal for collaborative development of
a change management program that will address the concerns raised in this and other observations. The
details of the program will be collaboratively refined with the CLECs in the Qwest CICMP forum. Qwest
has identified and expects the program to contain the following elements, some of which address the issues
raised in this observation. For example:
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"  Ona quarterly basis, Qwest would begin sharing with Co-Providers its 12-Month Development View
(View) that includes all proposals that impact Co-Providers—those initiated by Qwest and Co-
Providets. Co-Providers would then have an opportunity to provide Qwest with input to the
development plan.

= Qwest proposes to improve its application-to-application notification process to mect the requirements
praposed by the industry’s Ordering and Billing Forum (OBF) with Issue 2233. Qwest proposes to
incarporate into the CICMP Qwest initiated CRs which impact Co-Providers, classify and prioritize
CRs by severity type and collaborate with CLECs to develop system releases that include and meet
regulatory, system and CLEC requirements.

» In addition, Qwest’s proposal will include guidelines and procedures for:
*  Escalations/Expedites of changes

*  New and/or Retired Interfaces

s Change notification for Products/Processcs

Qwest believes that this comprehensive and collaborative approach to change management will address
thesc issues and align Qwest with the dircction the industry is taking with change management. Additional
information/details will be available once the work in regulatory workshops and with the CLECs has
concluded.

Qwest is in ongoing negotiations with the ROC TAG to amive at agreement on two Change Management
Performance Indicator Definitions (P1Ds), The Change Management PIDs under consideration inclnde
“PO-16 Timely Release Notifications,” and “GA -7 Software Qutage Resolution™. A meeting was held
June 20 to review the latest drafts of these proposed PIDs. In that meeting tentative agreement was
reached on PO-16. Formal TAG appraval is expected in the June 28" TAG meeting. Qwest needs to
provide a response to two outstanding issues on GA -7 and expects approval upon satisfactory resolution of
these two issues, Implementation of these PIDs will require Qwest to resolve the root cause of the issues
cited in this Exception in order to meet established benchmark performance standards. Qwest does not
support the third Change Management PID, “RQ-3 Release Quality,” proposed by the co-provider
community, This PID proposal is at impasse and under review by the ROC Steering Committee.

HP Supplemental Recommendation (12/21/2001):

HP agrees with Qwest’s proposal in their Supplemental Response dated 6/28/2001:
“Dwest is making a propasal to change its change management program to meet the needs of the
industry and align Qwest with evolving industry directions.”
Due to the nature of the complexity of the solution to this Exception and the length of time it will take for
Qwest to implement, HP recommends that this Exception remain open pending the successful
implementation of the changed CICMP process.
Based on Qwest’s Agenda provided for the July 1 1™ 2001 “CLEC/Qwest working session to modify the
Change Management Process™, there will be a timeline adapted for proposal review with the CLEC
community.
And further based on the outcome of the timeline development, HP will provide an update to this Exception
recommendation on a quarterly basis.

Owest Focus O&E Supplemental Response (12/21/2001):

Qwest held a call on December 13 with HP to clarify remaining questions in order to close this observation.
Qwest will procecd to answer the remaining questions listed below from this call.
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1.  Has Qwest addressed the impact that changes to published target release dates during the life
cycle of an IMA releasc have on a co-provider’s ability to accommodate and plan for a new
release implementations on a shortened timeframe?

Qwest Response: Qwest has addressed the impact that changes to published target release datcs
have on a CLEC’s ability to accommodate and plan for a new refease. In the CMP Redesign
effort, Qwest and CLECs have collaboratively developed language governing IMA-EDI releases.
This language is included in the Changes 1o Existing 0SS Interfaces section of the Master
Redlined CLEC-Qwest CMP Re-design Framework - Revised 12-10-01

(hitp. iwww.gwest. com/wholesale/cmp/redesign. itml). This section details how Qwest will follow
a 73-calendar day timeframe, beginning with the publication of draft technical specifications,
similar to the timeline outlined in the proposed Ordering and Billing Forum (OBF) guidelines.
Qwest will begin implementation of this timeline and language beginning with IMA-EDI release
10.0.

2. Has Qwest addressed requirements for Re -certification Notice to co-providers that re-certification
and migration plans need to be developed? Timeframe requirements? Content requirements?

Qwest Response: The CMP Redesign team, along with Qwest, is negotiating refined
language to the cxisting certification and rc-certification processes, including discussion of
migration test planning, content, and timeframes. Qwest has provided the Redesign Team with
proposed language addressing these subjects. The Redesign Team will address these issues at the
January 22, 23, and 24 Redesign session.

3. Has Qwest addressed issues with regard to the multiple releases of Disclosure Document addenda
and release notification releases?

Qwest Response: Qwest will propose language on January 18, 2002, that will address the CLEC's
coneerns regarding multiple changes to Disclosure Documentation in a post production
cnvironment that require changes to CLEC's systems. Addendum language will be discussed and
potentially agrecd upon during the January 22, 23, and 24 Redesign session.

4, Has Qwest addressed deficiencies in its release change management process related to Qwest’s
relcase of addenda to its documentation?

Qwest Response: Sce Qwest’s response to #3 above,

HP 2™ Supplemental Recommendation (January 11, 2002);

Qwest's responses to Questions #2 and #3 indicate that the CMP Re-Design Core Team will be reviewing
proposals related to the resolution of the Exception during the January 22-24 redesign meetings.

Also, Qwest indicates in its response to Question #3 that it has not yet completed the proposed draft
language o1 provided it to the redesign team. This proposcd language, according to Qwest, will be
available on January 18, 2002,

In order to ensure that the language proposed by Qwest, and reviewed by the CMP Re-Design team,
addresses the open issues of this Exception, HP requests the following:

1.  Qwest provide HP with copies of the proposed language, referenced in its responses to Question
#2 and #3 above, that have been, or will be, provided to the CMP Re-Design Core Team for
discussion in the Junuary 22-24 redesign meelings; and

ROC_TI281_EXP2003_Qwest Resp to HP 2nd Supp Rec_02_12_02 2/13/2002 - 9:41 AM
Qwest Communications, Inc. Page 6 of 7



ROC Observation & Exception Formal Response

2. Qwest provide HP with a summary of the discussions, and any decisions made, during the January
22-24 redesign meetings on the points that apply to the answers provided in this response.

HP will continue to monitor this Exception by means of a re-test (Category 4) and will provide «
supplemental response after the above requests have been satisfied and completed,

Qwest Response to HP Second Supplemental Recommendation (February 12, 2002):

Qwest has reviewed HPs request and is providing the following information and documentation in response
to items 1 and 2 above.

1) Owest [to] provide HP with copies of the proposed language, referenced in its responses to Question #2

and #3 above, that have been, or will be, provided 1o the CMP Re-Design Core Team for discussion in the

January 22-24 redesign meetinygs;
Qwest has attached the two documents that gutline the proposed language for Disclosure addenda
(Attachment 1) and Certification/Re-certification (Attachment 2). Certification/Re -certification
language was discussed and inserted into the “Master Redlined CLEC-Qwest CMP Redesign
Framework - Revised 02-07-02™ at the February 5-7 CMP Redesign session. Section 10.1 of the
agreed Certification/Re-certification language, which is included in Attachment 2, addresses test
planning, content, and timeframes. Qwest's disclosure addendum proposal has not been discussed
to date.

2) Qwest provide HP with a summary of the discussions, and any decisions made, during the January 22-

24 redesign meelings on the points that apply to the answers provided in this response.
Qwest proposed that both of the jtems described abave be covered in the January 22-24 Redesign
session. See the agenda mailed to attendces with the appropriate highlights (Attachment 3).
Unfortunately, many issucs were not addresscd due to extended discussions on some issues.
Certification/Re-centification language was discussed and inserted into the “Master Redlined
CLEC-Qwest CMP Redesign Framework - Revised 02-07-02" at the February 5-7 CMP Redesign
session, Qwest disclosure addendum proposal has not been discussed to date.

Attachment(s): ROC_TI281_EXP2003_Attachment_1_02_12_02.doc,
ROC_TI281_EXP2003_Attachment_2_02_12_02.doc,
ROC_TI281_EXP2003_Attachment_3_02_12_02.doc

ROC_TI281_EXP2003_Qwest Resp to HP 2nd Supp Rec_02_12_02 2/13/2002 - 9:41 AM
Qwest Communications, Inc. Page 7 of 7



E)L\'\(t)i'\- &



EXCEPTION 3094 — SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 7, 2002
Second Response Date: February 12, 2002

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23.

Exception:

Qwest did not adhere to its established change management process for notifying
CLECSs about a proposed change, and allowing input from all interested parties.

Background:

The Qwest Product/Process Change Management Process (CMP) is the method used by
both Qwest and CLECs to introduce and implement changes to Qwest wholesale products
and business processes. The Qwest CMP managers are responsible for the administration
of Change Requests (CRs) and Notifications, including changes to, and updates of,
relevant Qwest documentation. The Qwest Subject Matter Experts (SMEs) are
responsible for the products and processes associated with proposed changes.

KPMG Consulting observed an instance in which Qwest did not provide CLECs with
complete information about, and a reasonable interval for, a CLEC-impacting CR. On
October 17, 2001 Qwest informed CLECs of a Qwest-initiated Process CR PC100101-5
“Clarification of additional testing process” (see Attachment A), which was scheduled for
implementation on November 19, 2001 ' At a follow-up meeting on October 31, 2001,
CLECs reported to Qwest that the CR would affect their business operations, and that
Qwest did not provide adequate information about this CR to answer the following
questions:

e Regulatory: CLECs requested that Qwest investigate whether or not the proposed
CR would comply with Qwest’s legal obligations, such as SGATs and
Interconnection Agreements;

e Products: CLECs requested that Qwest provide a list of all products affected by
this CR. At the follow-up meeting, Qwest was unsure if the CR would affect line-
shared loops; and

» Documentation: CLECs requested that Qwest include the precise wording of the
affected Product Catalogue (PCAT) in the CR. In the CR, Qwest provided
limited text to describe the new process, and how the changes would affect
CLECs.

! [nformation about this CR and supporting documentation {process documentation, process presentation,
and Question & Answers) may be found at htip://Www.qwest.com/wholesale/cmp/changerequest.html.
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In order to respond to the remaining CLEC inquiries, Qwest scheduled a follow-up
meeting on November 26, 2001, and delayed the scheduled implementation until
December 1, 2001.

During CMP Redesign meetings, at least three CLECs made an attempt to halt the
implementation date and escalate this CR. Qwest implemented CR PC100101-5 on
December 1, 2001, and distributed a notification on December 3, 2001 2

The event timeline for the CR that is the subject of this Exception 1s as follows:

a0 T e R R

10/17/20 Qwest presented change request (CR) PClOOIOl 5
01 “Clarification of additional testing process™ at the monthly
Change Management meeting.

10/31/20 | Follow-up meeting held — Intended for Qwest to clarify

01 outstanding issues.

11/26/20 | Follow-up meeting held — Qwest answered some of the
01 questions from CLECs.

12/01/20 | Scheduled process implementation date

01

12/04/20 | Qwest notification about update applied to CEMR User
01 Guide.

CLECs issue written statement requesting a status update, and
that Qwest immediately stop implementation of this CR.

Issue:

KPMG Consulting observed the following issues related to CR PC100101-5:

e Quwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change,

s Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for CLECs
to prepare for the proposed change”;

e Qwest, through the CMP, did not respond to input from all interested parties; a
number of CLECs objected to Qwest’s implementation of this change and
requested its immediate suspension.

2 Qwest notification titled “Documentation: CEMR: User's Guide Updated: 12/03/01."
¥ At the time of this report, KPMG Consulting obscrved that Qwest and CLECs had not agreed on all legal

and regulatory aspects of this CR.
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»  Qwest, through the CMP, did not update CR status on a timely basis;

e Qwest CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

Impact:

Qwest did not adhere to its established change management process for notifying CLECs
about proposed changes, and allowing input from all interested parties. In this instance,
Qwest’s failure to conduct thorough research prior to CR initiation necessitated follow-up
investigations that increased the length of legal, regulatory, and operational discussions,
thereby reducing the time allowed for CLECs to prepare for proposed changes. Any
changes that are implemented without close examination by all interested parties may
override Qwest’s prior agreed upon service obligations to CLECs.

Owest Formal Response (12/21/01):

This Exception is premised on KPMG's statement that "Qwest did not adhere to its
established change management process for notifying CLECs about proposed changes” in
processing the CR at issue. KPMG appears to assume that the process that applies to this
CR is the Interim Qwest Initiated Product/Process Change Request Initiation Process
that was developed in the CMP Redesign Sessions. CLECs have now clearly stated,
however, that they never intended for that interim process to apply to the Qwest-initiated
change at issue here.

At the time Qwest issued this CR, Qwest believed that this interim process might apply to
the testing process clarification and, therefore, in good faith, submitted a CR. However,
there was confusion between Qwest and the CLECs regarding the applicability of that
interim process. The CLECs subsequently clarified at the December 10-11, 2001
redesign session that they never intended for that interim process to only apply to
anything except changes that arose from 271 workshops or OSS testing. The interim
process, as clarified by the CLECs and agreed to by Qwest, currently calls for Qwest to
initiate CRs only for changes that alter CLEC operating procedures (as determined by
Qwest), and that are made as a result of third party test or a 271 Workshop. Therefore,
under the established change management process, Qwest was not required to submit or
process a CR for this issue in the first place. Nonetheless, even though submission of the
CR turned out not to be necessary, Qwest submitted a CR in good faith and followed the
interim process.

Qwest's responses to each of the five bullet points KPMG raises are set forth below.

KPMG Issue: Qwest, through the CMP, did not provide adequate information to CLECs
about a significant CLEC-impacting process change,
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Qwest Response:

Qwest provided information and answered CLEC questions regarding this CR by
introducing CR No. PC100101-5 to the CLEC community through the Change
Management Process (CMP). As noted above, at the time Qwest submitted this CR, it
did so based on a good faith effort to comply with the Interim Qwest Initiated
Product/Process Change Request Initiation Process. Since that time, the CLECs have
clarified that they want that process to only apply to certain changes arising from 271
workshops or OSS testing. All other Qwest initiated product/process changes will be
discussed at future Redesign sessions. At those future sessions, the nature and amount of
information that Qwest must provide regarding its product/process CRs will be defined.
Thus, Qwest provided more information than was required under existing processes by
submitting the CR to the CLECs.

Qwest's efforts to provide information did not stop with submitting the CR. Qwest held
at least three meetings with CLECs to provide information and answer CLEC questions
relating to the CR. See Chronology of Events below.

KPMG Issue: Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for
CLECs to prepare for the proposed change’;

Qwest response:

The process for additional testing described in the CR, which was introduced on October
17, 2001, did not change from that time until the time it was fully implemented on
December 1, 2001. Thus, the CLECs had more than 6 weeks -- not only 4 days -- to
prepare for the change. The chronology below outlines the key notification dates relating
to this CR.

Chronology of Events for CR No. PC 100101-5

10/17/01 - CMP Meeting: Qwest introduced "Description of Change" and agreed to
provide

detailed package ©or CLEC review. Walk through meeting to be
scheduled by

Qwest in the late October/early November 2001 time frame.

10/26/01 - Notification forwarded to the CLEC community regarding presentation of
CR in
the October 31, 2001 CMP Re-Design Meeting.

4 At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal
and regulatory aspects of this CR.
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10/31/01 -

11/08/01 -

11/08/01 -

11/13/01 -

11/14/01 -

11/24/01 -

11/26/01 -

11/28/01 -

11/28/01 -

11/30/01 -

CR presented to the participating CLECs at the CMP Re-Design Meeting.
CLECs were requested to provide comments. Qwest agreed to delay
initial implementation date to address CLEC concerns.

Qwest Notification {Document No. PROD.11.08.R.00197 Mtce&Repair
Language; Subject: Update to Product Information on Maintenance and
Repair Language within EEL, UDIT, LMC and Unbundled Loop General)
transmitted to CLEC community.

PCAT Documents posted to the Qwest Wholesale CMP Document
Review website: http://www.qwest.com/wholesale/cmp/review.html,
Comments from CLEC community due in 15 calendar days (11/23/01), as
stated in “Interim External Change Management Process for Qwest
Initiated Product/Process Changes,” Version 6 — 11/26/01.

Notification transmitted to CLEC community regarding follow-up meeting
scheduled for 11/26/01.

CMP Meeting - Qwest advised CLEC community that PCAT documents
currently are available for comment.

No comments were received from the CLEC community regarding PCAT
documents posted to the Qwest Wholesale CMP Document Review
Website.

Qwest conducted a follow-up meeting with the CLEC community to
discuss any technical issues with the CR (primarily operational and testing
issues). Responses to questions were prepared for posting on the Qwest
Wholesale WEB page.

"Questions & Answers for Additional Testing 11/26/01" document posted
to Qwest Wholesale website
http://'www.qwest.com/wholesale/cmp/changerequest.htm]

"Additional Testing Process Document - 11/09/01" and "Additional
Testing Process Presentation - 11/09/01" posted to Qwest Wholesale
website: http.//www.qwest.com/wholesale/cmp/changerequest.html These
documents were previously posted in the Qwest Wholesale CMP Re-
Design website: http://www.qwest.com/wholesale/cmp/redesign.html

Qwest IT Wholesale Communicator, November 30, 2001, Document No.

SYST.11.30.01.F.02444_CEMR_UG_Update, CEMR User’s Guide
Update transmitted to Qwest Wholesale Customers
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12/05/01 - Formal Escalation received from Eschelon regarding implementation of
CR.
12/06/01 - Qwest response sent acknowledging receipt of Formal Escalation from

Eschelon (PC100101-5-E01).

12/07/01 - KMC Telecom notified Qwest to participate in the formal escalation
initiated by Eschelon.

KPMG Issue: Qwest, through the CMP, did not respond to input from all interested
parties; a number of CLECs objected to Qwest's implementation of this
change and requested its immediate suspension.

Qwest response:

Qwest acted on CLEC input by holding additional meetings and agreeing to delay the
original implementation date. Further, the processes that Qwest and the CLECs agreed to
use for resolving disagreements are the escalation and dispute resolution processes.
CLECs have invoked the escalation process with regard to this CR. In accordance with
that process, Qwest responded to the escalation and offered a proposed process for
resolving the CLEC concerns. Qwest will continue to abide by the agreed processes for
resolving the disagreements relating to this CR and hopes to reach a mutually agreeable
solution to the issues.

KPMG Issue: Qwest, through the CMP, did not update CR status on a timely basis;

Qwest response:

The CMP database is posted to the website on an “every third day” basis with updated
CR status, status history, responses, meeting minutes, etc. for all active CRs. Qwest
therefore does not understand KPMG's statement and needs additional detail regarding
the specific issue if KPMG needs a more specific response.

KPMG Issue: Qwest CR includes rate changes that are not explicitly defined to be within
the scope of CMP.

Qwest response:

The Qwest-initiated CR at issue here does not include rate changes. The purpose of the
CR is to clarify that, if a CLEC chooses not to perform diagnostic testing to determine
whether trouble resides within the CLEC’s network, the CLEC may request that Qwest
perform that testing on the CLEC’s behalf. Under the process, a CLEC that asks Qwest
to test on the CLEC's behalf also authorizes Qwest to charge the CLEC for performing
that testing. Qwest proposed to use existing labor rates -- in CLEC interconnection
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agreements or the SGAT -- for performing the testing. Qwest also offered to enter into
an amendment to interconnection agreements to specify the rate if a CLEC preferred to
address the issue that way.

KPMG Consulting’s First Response (01/07/02):

KPMG Consulting reviewed Qwest’s response and found that the information presented
differs in several ways from KPMG Consulting’s understanding of the Interim
Product/Process CMP. Qwest stated, in October 2001, that it would submit CRs for
changes to products or processes that alter CLEC operating procedures, and that the
Interim Product/Process CMP would govern all Qwest- initiated Product/Process CRs.”
KPMG Consulting attended the October 17, 2001 Product/Process CMP Meeting, and
observed that Qwest planned to implement PC100101-5 sooner than the 45-day interval
that the interim process specifies. CLECs expressly stated that this change would be
CLEC-impacting. ®

KPMG Consulting observed that, on October 31, 2001, Qwest agreed to take the
following action items:

Regulatory: Qwest would investigate whether or not the proposed CR would
comply with Qwesl’s legal obligations, such as SGATs and
Interconnection Agreements;

Products: Qwest would specify the products affected by the proposed CR;

Documentation: Qwest would provide CLECs with the revised PCAT language.

At the October 31, 2001 meeting, Qwest agreed to change the implementation date from
November 19, 2001 to December 1, 2001. This change was made because Qwest
planned to address important questions related to the above three topic areas at the
follow-up meeting scheduled for Nove mber 26, 2001.

In response to CLEC objections, Qwest’s legal and change management staffs stated, on
November 29, 2001, that Qwest would investigate whether or not the implementation of
this change would be suspended. As of December 1, 2001, however, Qwest had not
provided CLECs with any status update regarding this CR. Based on information on the
Qwest CMP Web site, it was unclear if CR PC100101-5 was going to be suspended,
delayed a second time, or implemented on December 1, 2001. In response to a CLEC
inquiry regarding the issue, Qwest formally informed CLECs, on December 4, 2001, that
CR PC100101-5 had been executed on December 1, 2001, and advised the inquiring

5 Qwest Corporation’s Report on the Status of Change Management Process Redesign before the Fublic
Utilities Commission of the State of Colorado dated Octaber 10, 2001,
5 The draft meeting minutes of the October 17, 2001 Product/Process CMP meeting were included in the
November 2001 Product/Process CMP distribution package located at

http://www.qwest.com/whelesale/downloads/2001/011112/ProductProcessNovDigtPackage2 pdf

02/13/2002
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CLEC, through an email response, that interested parties should escalate the issue
through the formal Change Management escalation procedure.

Based on the above events, KPMG Consulting provides a review each of the major issues
included in this Exception:

1. Following its responses to important regulatory, product, and documentation

questions, Qwest allowed only four (4) business days for CLECs to prepare for
the proposed change.

Appendix A shows that the original CR form lacked specific information about
the proposed change. As of October 31, 2001, Qwest had not provided CLECs
with details or answers that addressed important regulatory, products, and
documentation questions. In addition, KPMG Consulting observed that Qwest
had not provided CLECs with draft PCAT documentation until November 8,
2001. In the absence of the above information and/or documentation, CLECs
were unable to adequately prepare for the proposed change in advance of its
implementation. Qwest’s failure to conduct thorough research prior to initiating
the CR necessitated follow-up investigations that increased the length of legal,
regulatory, and operational discussions, thereby reducing the time allowed for
CLECs to prepare for the proposed change. Based on the above observation,
KPMG Consulting respectfully disagrees with Qwest’s statement that CLECs had
“more than six weeks” to make informed decisions and adapt to the proposed
change.

Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change.

KPMG Consulting observed that Qwest did not provide CLECs with adequate
information in advance of the CR implementation. As shown in Appendix A, the
original CR form, which CLECs expressly stated on October 17, 2001 would
impact their business operations, lacked specific information about the proposed
change. As of October 31, 2001, Qwest had not provided CLECs with details or
answers that addressed important regulatory, product, and documentation
questions. In addition, KPMG Consulting observed that Qwest had not provided
CLECs with draft PCAT documentation until November &, 2001, and a follow-up
meeting did not take place until November 26, 2001, four days before the CR’s
actual implementation. Qwest’s failure to provide information necessitated
follow-up investigations that increased the length of legal, regulatory, and
operational discussions, thereby not affording CLECs adequate time to prepare
for the proposed change.

Qwest, through the CMP, did not respond to input from all interested parties; a

number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension.

02/13/2002
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KPMG Consulting understands that CLECs have invoked the Escalation Process
with regard to the CR in question. Nonetheless, since Qwest did submit a CR
through the CMP, the fact that Qwest implemented the change — in spite of CLEC
objections — indicates that, within the overall CMP framework, there is a lack of
clarity between what Qwest defines as a CR, and a Qwest unilateral notification
of process change. In addition, Qwest was unable to answer all CLEC inquiries at
the additional meetings held to discuss this CR in more detail. At the November
29, 2001 meeting, it was still uncertain whether or not the change would be
implemented on December 1, 2001.

4. Qwest, through the CMP, did not update CR status on a timely basis.

Qwest distributed SYST.11.30.01.F.02444_CEMR_UG_Update at 10:39 AM
MST on December 3, 2001 (sce Appendix B). On November 29, 2001, Qwest
legal and change management staff indicated that Qwest would investigate
whether or not the CR would be suspended, but did not provide CLECs with the
status update until December 4, 2001, three days after the change had gone into
effect. As of December 1, 2001, the CR status report on the Qwest CMP Web site
did not indicate if CR PC100101-5 was suspended or implemented.

5. Qwest CR includes rate changes that are not explicitly defined as within the scope
of CMP.

Qwest’s response to this issue stated that the CR, itself, did not result in rate
changes. However, the change in question is Qwest’s implementation of a new
testing process for Maintenance & Repair that results in Qwest’s unilateral
imposition of labor rates without CLEC agreement. The change potentially does
have a significant financial impact on some CLECs. KPMG Consulting is aware
that rate changes are not explicitly defined as within the scope of CMP, but would
expect all Qwest-initiated CRs to follow the defined CMP Process.

KPMG Consulting did not observe Qwest’s offer’ to enter into an amendment to
interconnection agreements. KPMG Consulting reviewed the Questions &
Answers for Additional Testing 11/26/2001 document®, and was unable to locate
information to support Qwest’s statement. Instead, KPMG Consulting observed
that Qwest repeatedly stated in meetings that the CR was a clarification of
existing requirements, thus making an amendment unnecessary. For instance, at
the October 31, 2001 meeting, one CLEC asked if Qwest had checked all existing
interconnection agreements to ensure that the CR was consistent with Qwest’s

7 Qwest quote from December 21* response: “Qwest also offered to enter into an amendment to
interconnection agreements to specify the rate if a CLEC preferred to address the issne that way.”

8 The Questions & Answers for Additional Testing 11/26/2001 document is located at
http://www.qwest.com/wholesale/downloads/2001/011128/0A CR PC100101-50ptTesting112601,doc.

02/13/2002
2
'555!'(5 Consulting Page 9 of 24



I

EXCEPTION 3094 - SECOND RESPONSE
Qwest OSS Evaluation

legal obligations. Qwest replied, “yes,” suggesting that no amendment was
necessary.

KPMG Consulting recommends that this Exception remain open pending resolution
of the above issues.

Owest Response to KPMG Comments (01/25/02):

This Exception needs to be viewed in the unique context of the interim process for
product and process changes in the Change Management Redesign process. During the
redesign sessions, there was a misunderstanding regarding the scope of an interim
process and the status of the CMP Redesign Team's discussions regarding that process.
The redesign misunderstanding uniquely impacted the Additional Testing CR. As a
result of that misunderstanding, the Additional Testing CR was initiated pursuant to the
interim process established by the redesign team. Because of objections raised by CLECs
in the redesign sessions, the Additional Testing CR was then handled pursuant to the
process that existed before the redesign sessions began. As a result of the unique
situation caused by the redesign misunderstanding, the issues raised in this Exception do
not reflect the kind of systemic departure from procedure that is appropriately raised in an
Exception. Further, the issues raised in this Exception appear to be confused by the
inclusion of CLEC advocacy positions and/or requests in the factual recitation. The
relevant facts are set forth below.

¢ Qwest initiated this CR under the Interim Qwest Product/Process Change
Management Process.

As Qwest stated in its initial response, at the time Qwest issued this CR, Qwest believed
that the Interim Qwest Initiated Product/Process Change Request Initiation Process that
was developed in the CMP Redesign Sessions might apply to the testing process
clarification and, therefore, it submitted the CR. Since that time, it became apparent that
the CLECs and Qwest had different understandings regarding the scope of the interim
process. The CLECs and Qwest have spent a great deal of time in CMP Redesign
Sessions discussing their respective positions regarding the interim process. During these
sessions it became clear that the CLECs intended that the interim process should only
apply to changes that were generated by the 271 workshops or OSS testing. Qwest
agreed to this limitation on the scope of the interim process.

These discussions are reflected in the meeting minutes for the CMP Redesign Sessions
held October 30 through November 1, 2001 (see pp. 2-3); November 13, 2001 (see p. 5);
and November 27 through November 29, 2001 (see pp. 13-15). Copies of the discussion
summaries from these minutes have been provided with this response or they may be
located at the following URL under subheading Meeting Minutes,
http://qwest.com/wholesale/cmp/redesign. itml

02/13/2002
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e Qwest processed this CR in accordance with the interim process until it became clear
that the interim process did not apply.

The interim process requires that Qwest post its CR and related documentation to the
CMP web site, and discuss it at the CMP Monthly Forum. The CLECs may raise any
questions during the discussions and submit written comment through a mechanism on
the web site. Any issues that are not resolved can be escalated.

Qwest followed the interim process by issuing the CR, discussing it at the CMP Monthly
Forum, and posting the documentation changes on the CMP web site. Qwest also held
meetings with the CLECs in addition to the CMP Monthly Forum in which Qwest
answered CLEC questions relating to the CR. Qwest received no written comments
through the web site mechanism. Qwest responded orally and in writing to the issues the
CLECs raised in the several meeting that were held. These actions satisfied the interim
process.

For ease of reference, a copy of the Interim Qwest Product-Process CMP document has
been provided with this response or can be located at the following URL under Redesign
Documentation, http://gwest.com/wholesale/cmp/redesign. itml

e Qwest has also complied with the existing change management process.

By December 12, 2001, when this Exception was written, it was clear that the interim
process did not apply. Thus, Qwest was not required to issue or process any CR in
accordance with that process. Because the CMP Redesign team has not agreed to any
other product/process procedures, the process that applies is the existing change
management process. Under the existing process, Qwest must only provide notice before
implementing a change (the existing process document titled Current CICMP has been
provided with this response.) Qwest has gone far beyond that simple requirement by
issuing the CR, holding several meetings to discuss the CR and answer CLEC questions,
and issuing the documentation for comment.

e The remaining issues raised in this Exception do not change the analysis set forth
above.

There are other issues raised in this Exception, such as KPM@G's statement that that there
was confusion in the November 29, 2001 CMP Redesign Session regarding whether the
CR would be implemented on December 1. The minutes for that meeting do not reflect
any such confusion. Moreover, Qwest clearly stated at the end of the conference call
held with the CLECs on November 26, 2001 to discuss the CR that it would implement
the CR on December 1. There was no reasonable basis for any such confusion.

KPMG also points to a CLEC request for suspension of the CR. It is important to note
that neither process required Qwest to delay or cancel implementation simply because a
CLEC disagreed with or raised questions regarding Qwest's proposed change.

02/13/2002
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Furthermore, Qwest has reviewed the change management processes of other companies,
and no other process in the country, including processes reviewed by KPMG in other
tests, includes a requirement that the ILEC suspend a proposed change if a CLEC objects
to the change. Instead, any such issue upon which agreement could not be reached is
required to be treated in the same way under the existing change management process
and the interim product/process clange management process: they are to be escalated.
That is, in fact, what happened with this CR -- Eschelon and other CLEC: initiated an
escalation. This was the appropriate method for resolving any unresolved issues under
both processes.

Attachments:

e ROC_TI764_EXP3094_Qwest INTERIM QWEST RODUCT-PROCESS_CMP-
Revised_10-3-01_01_25_02.doc

e ROC_TI764_EXP3094_CMP Redesign Meeting Minutes Nov 27-29_01_25_02.doc

e ROC_TI764_EXP3094_CMP Redesign Meeting Nov 13 Final
Minutes_01_25_02.doc

o ROC_TI764_EXP3094_CMP Redesign Meeting Oct 30-31 - Nov 1 Final
Minutes_01_25_02.doc

e ROC_TI764_EXP3094_Current CICMP Doc Last Revised 05-11-01_01_25_02.doc

02/13/2002
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KPMG Consulting’s Second Response (02/12/02):

KPMG Consulting has reviewed Qwest’s January 25, 2002 response along with the
following referenced documents:

(a) Final CMP Redesign Meeting Minutes 10/30/2001 — 11/1/2001,;

(b) Final CMP Redesign Meeting Minutes 11/13/2001

(¢) Final CMP Redesign Meeting Minutes 11/27/2001 — 11/29/2001; and

(d) Interim Qwest Product/Process Change Management Process dated 10/3/2001.

In addition, KPMG Consulting reviewed other meeting minutes and materials relevant to
this Exception and available at the Qwest CMP Web site”:

(e} Draft Meeting Minutes for Product/Process CMP Monthly Meeting 10/17/2001;
() Draft Meeting Minutes for Product/Process CMP Monthly Meeting 11/14/2001;
(g) Change Management Process (CMP) Improvements — 11-26-01;

(h) Final CMP Redesign Meeting Minutes 12/10/2001 — 12/11/2001; and

(i) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 12/12/2001.

KPMG Consulting agrees with Qwest that the subject of this Exception needs to be
considered in relation to the applicability of the interim process for product and process
changes as part of the Change Management Redesign Process. Qwest has indicated, in 1its
previous responses, that it believes that a Qwest CR was not necessary for this process
change based on the scope and requirements of the Interim Product/Process CMP. Based
upon discussions that were held November 27 — 29, 2001 and again on December 10 —
12, 2001, Qwest believed that the interim process applied only to changes related to Third
Party Testing and to 271 workshops.

KPMG Consulting issued this Exception following an extensive review of facts and
circumstances. In particular, KPMG Consulting published this Exception after December
1, 2001, the Qwest-scheduled implementation date for this process change, in order to
observe the complete set of circumstances, processes, and activities related to CR
PC100101-5. The Exception identifies a deficiency in the Change Management Process
that will result in a negative comment for one or more of the evaluation criteria in the
Final Report if left unresolved.

The specific process issues that KPMG Consulting has identified in this Exception
include:

1. Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change;

® CMP Redesign documents are posted at: http://www.qwest com/wholesale/cinp/redesign himl
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2. Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four business days for CLECs to
prepare for the proposed change '’;

3. Qwest, through the CMP, did not respond to input from all interested parties; a
number of CLECs objected to Qwest’s implementation of this change and
requested its immediate suspension;

4, Qwest, through the CMP, did not update the CR’s status on a timely basis;

Qwest’s CR includes rate changes that are not explicitly defined to be within the

scope of CMP.

\7

KPMG Consulting provided a detailed review of each of these discussion items in the
first response to this Exception on January 7, 2002. In its January 25, 2002 response,
Qwest raised additional concerns surrounding the unique situation for the Additional
Testing CR and for Change Management Redesign. KPMG Consulting offers additional
comments to clarify the facts and background regarding the issuance of this Exception.

«  Qwest initiated the CR under the Interim Qwest Product/Process Change
Management Process.

Qwest implemented the Interim Product/Process CMP on October 17, 2001, the same day
that Qwest first presented CR PC100101-5 for discussion with CLECs. According to the
minutes from this meeting, Qwest stated that it had intended to issue a notification
instead of a CR in order to implement the proposed change in 15 days instead of 45 days.
Qwest had brought the issue forward as a CR in good faith for CLECs to have adequate
advance review. Several CLECs stated that the proposed change would be CLEC-
impacting, and requested Qwest to provide CLECs with complete information about the
proposed change before counting days as part of the defined 45 day interval for notifying
CLECs, for soliciting CLEC input, and for finalizing the change. Qwest later reaftirmed
that the interim process for Qwest-initiated CRs was meant for all Qwest product/process
changes that altered CLEC operating proceduresl L

+ As of December 12, 2001, it was still unclear that the interim process did not
apply. KPMG Consulting’s understanding is that the interim process was in
effect during the period in question (i.e., October 17, 2001 through December 12,
2001).

Although Qwest stated on October 31, 2001 that it would delay implementation of the
CR in question on December 1, 2001 to address CLEC concerns, Qwest had not resolved
all of the regulatory, product, and documentation questions and scheduled another
follow-up meeting for November 26, 2001. Meeting minutes indicate that the discussion
about the disagreement over the interim process had not begun until November 27, 2001,
after Qwest had already scheduled implementation of CR PC100101-5. In this case,

10 At the time of this repott, KPMG Consulting observed that Qwest and CLECs had not agreed on all lepal and
regulatory aspects of this CR.
' See Final Mecting Minutes, CMP Process Re-design, October 30 - November |, 2001,
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Qwest scheduled the change implementation date prior to making complete information
available to CLECs and receiving their comments. '

Based on a review of the minutes from the three Change Management Redesign sessions
held prior to the CR’s implementation, KPMG Consulting believes that CLECs and
Qwest did not reach consensus about the degree of decision- making authority CLECs
would have in modifying or suspending Qwest-initiated CRs'?. In fact, it was in response
to the objections with this CR and the degree of input into the process that the CLECs
considered limiting the scope of the interim process in December.

KPMG Consulting does not consider meeting minutes which provide written record of

opinions and open discussion about the Change Management development to serve as a
proxy for the formalized process that was in place at the time that this change occurred.
Furthermore, there does not appear to be conclusive language in the minutes to suggest

that the Interim process did not apply as of December 1, 2001.

Qwest issued two documents that suggest the approach for Qwest-initiated process CRs
had not changed. One document lists all CMP improvements that were effective or
scheduled to be implemented as of November 26, 2001 13 The Qwest-initiated Product
and Process CR Process is cited as being implemented October — November, 2001. The
other document describes the process by which baseline elements of the redesign effort
may occur prior to the completion of the CMP redesign effort'®. The document states
that implementing baseline changes requires agreement among Core Team members and
an implementation presentation for the general CLEC community.

KPMG Consulting considers Change Management to be an essential element of ongoing
CLEC business operations and of the Qwest-CLEC business relationship. Because it
governs an important part of all CLEC interaction with Qwest, KPMG Consulting would
expect, at a minimum, that Qwest CMP would feature the following functions:

o Qwest notifies CLECs of all CLEC-impacting changes with complete information
and sufficiently in advance of such changes;

e CMP includes the procedures through which Qwest takes into consideration the
feedback from CLECs on ali proposed CLEC-impacting changes; and

e CLECs have the opportunity to modify, discuss, and escalate issues encountered
with proposed changes.

In response to this Exception, Qwest stated that it was not aware of CLEC objections to
CR 100101-5 because Qwest did not receive any written comments through the Web-
based PCAT documentation review mechanism. However, the Redesign meeting

2 Quote from Final CMP Redesign Meeting Minutes 11/13/2001: *Schultz cited that there did not appear to be
agreement between the CLEC community concerning the Qwest initiated product/process CR process.”

13 See Appendix B: Process to Deploy Qwest CMP Improvements — 11-26-01.
' See Appendix C: Change Management Process (CMP) Impravements — 11-26-01.
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minutes clearly demonstrate that CLECs were dissatisfied with both the change in
question and with the overall process for managing Qwest-initiated CRs. Qwest Change
Management representatives, who act as Qwest’s point of contact, were present at these
meetings. After having heard CLEC objections, none of the Qwest representatives had
advised CLECs to escalate the CR in question until December 4, 2001'°, three days after
implementation, thus leaving CLECs wondering if Qwest was going to respond to
CLECs by suspending the proposed change.

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of other
ILECs. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined framework of evaluation criteria. Based on Qwest’s latest
response and the current state of Product/Process CMP, at least one KPMG Consulting -
evaluation criteria for Test 23 would be assessed “Not Satisfied.” KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this.
The Exception is not based on a requirement that an ILEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the fact that Qwest implemented CR PC100101-5 without
taking into consideration CLEC objections, its failure to make available complete
information sufficiently in advance of the scheduled change, as well as the subsequent
impasse'® about the process governing Qwest-initiated changes as indicative of lack of a
defined and documented change management process.

KPMG Consulting reviewed aforementioned documents and identified that Qwest did not
adhere to the expectations of a well-formed, functioning Qwest-CLEC change
management process.

KPMG Consulting recommends that this Exception remain open pending
implementation of and observation of adherence to a complete process for Qwest-
initiated Product and Process Change Requests.

15 In response to CLEC inquiry to Judy Schultz and Laura Ford, Qwest advised Eschelon to escalate the CR in
question in an email dated December 4, 2001, at 7:13 PM.

16 KPMG Consulting observed that Qwest and CLECs were at impasse about Qwest-initiated Product/Process changes
from December 2001 to February 2002.
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APPENDIX A
Co-Provider Change Request Form

Log# PCCR100101 Status: Submitted

-5
Submitted By: Debra Smith Date 10/01/01
Submitted:
Co-
Provider: Internal Ref#

Submitter:  Debra Smith, Qwest Unbundled Loop Product Manager, dssmith@qwest.com,
515-241-1206

Name, Title, and email/fax#/phone#

Proprictary for submission to Account Manager Only? Please check mark 4 as appropriate
O Yes ONo

Title of Change:

| Clarification of Additional Testing Process

Area of Change Request: Please check mark 4 as appropriate and fill out the appropriate
section below
[0 System O Product X Process

EEETER
15

'System Change Request Section " '5 g AR

Interfaces Impacted: Please check mark 4 as appropriate

O CEMR O IMA EDI 0 MEDIACC C1 TELIS
O EXACT 0 IMA GUI (1 Product Database O Wholesale Billing
0 HEET O Directory Listings [ Other Interfaces
Please
describe

Description of Change:

=

Is new information requested in a specific screen or transaction?
O Yes [J No

If yes, name the screen or
transaction:

02/13/2002
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Products Impacted: Please check mark 4 as appropriate and also list specific products
within product group, if applicable

0O Centrex [0 Resale
[J Collocation ] SS7
O EEL (UNE-C) 0] Switched Services
O Enterprise Data O upIT
Services
QO LIDB [ Unbundled Loop
acLis O UNE-P
O LNP O Wireless
O Private Line [ Other
Please describe Please describe

Known Dependencies:

]

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

L i

Co-Provider Priority Level
O High 0O Medium U Low
Desired Implementation ASAP- High

Date:
T ... "1 ProductChange Request Section | [ ., g o T
Products Impacted: Please check mark 4 all that apply (if “Other” please describe
further)
O LIS/Interconnection [ Collocation (1 UNE O O
Ancillary Resale
O EICT O Physical 0O Switching 0O AIN
. O Transport (incl.

O Tandem Trans./TST O Virtual EUDIT) O DA

0O DTT/Dedicated O Adjacent O Loop D'Operatlon
Transport Services

(1 Tandem Switching O ICDF Collo. OUNE -P 0 INP/LNP

o | [

[0 Local Switching Other 1 EEL (UNE-C) Other

O
Other O UDF

02/13/2002
f 24
y’#ﬂ’ Consulting Page 180



EXCEPTION 3094 - SECOND RESPONSE
Qwest 0SS Evaluation

]
Other

Description of Change:

[ |

Known Dependencies:

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

l |

Co-Provider Priority Level
O High 0O Medium UOLow
Desired Implementation
Date:

[ T Process ChangeiRequest Section /10

Area Impacted: Please check mark 4 as appropriate

[J Pre-Ordering

[ Ordering

O Billing

X Repair Ll
Other

Please describe

Description of Change:

Currently, CLECs’ are responsible for testing UNE’s prior to submitting a trouble report to
Qwest. CLECs’ are to provide test diagnostics including specific evidence that the trouble is in
the Qwest Network along with the associated Qwest circuit identification number. If the CLEC
elects not to perform the necessary UNE testing, Qwest will offer to do such testing on CLECs’
behalf. If such testing is requested by the CLEC, Qwest will perform the additional testing and
bill the CLEC the appropriate charges that are in their Interconnection agreement.

If the CLEC does not provide test diagnostics and elects not to have Qwest perform additional
testing on their behalf, Qwest will not accept a trouble report. Additional Charges may apply
when the testing determines the trouble is beyond the Loop Demarcation Point

This additional testing option is available on the Unbundled Loop Product Suite, Unbundled
Dedicated Transport (UDIT), Enhanced Extended Loop (EEL) and Loop Mux.

Products Impacted: Please check mark 4 as appropriate and also list specific products
within product group, if applicable

02/13/2002
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O Centrex I Resale
O Collocation [ SS7
X EEL (UNE-C) O Switched Services
O Enterprise Data X UDIT
Services
O LIDB X Unbundled Loop
O LIS 0 UNE-P
OO LNP O Wireless
(] Private Line O Other
Please describe Please describe

Known Dependencies:

I

il

Additional Information: (e.g., attachments for business specifications and/or requirements

documents)

=

Co-Provider Priority Level
OHigh O Medium 0O Low
Desired Implementation
Date:

iR Hi SR RS Snaghe 1 R

44444

- | : i e e £ . : . : ii :
This Section to be Completed by Qwest CICMP Manager © |

,,,,,,,,,,,

«««««««««

Qwest Account Manager Notification

Account Notified
Manager: :
Owest CICMP Manager Clarification O Yes 1 No

Request
If yes, clarification request Clarification
sent: received:

Co-Provider Industry Team Clarification O Yes O No

Request
If yes, clarification request Clarification
sent: received:

Status, Evaluation and Implementation Comments:

10/01/01 — CR received by Deb Smith of Qwest
10/01/01 — CR status changed to Submitted

10/01/01 — Updated CR sent to Deb Smith

02/13/2002
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OYes ONo
Candidate for a
Release
If yes, Release
Number:
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APPENDIX B

Process to Deploy Qwest CMP Improvements— 11-26-01

As Change Management Process redesign elements (major sections of the
Master Redlined CMP Redesign framework} are discussed and baseline
language is determined, Qwest and/or a CLEC-Core Team representative may
propose to implement the baseline element. This request may occur prior to the
completion of the CMP redesign effort. The CMP Redesigh Core Team shall
comply with the following process for implementing baseline changes:

» The Core Team reaches agreement to implement a given baseline
element and determines the implementation date.
¢ Qwest develops an implementation presentation for the general CLEC
community.
o The Implementation Presentation shall include:
» language from the master redlined CMP framework
» QOther pertinent information, if applicable
= [Implementation/effective date
¢ At the next Monthly CMP meeting, Qwest and the Re-design Core Team
will collectively present the proposed change. The Team shall seek
comments, if any, from the general CLEC community.
» If there are no objections, Qwest shall implement the changes in
accordance with the implementation plan.
« If there are objections, the Re-design Core Team will consider the input,
and determine the appropriate course of action.

At the conclusion of the Re-design effort, the Core Team will present the Final
Master Red-Line document to the general CLEC community for review and

acceptance.

02/13/2002
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APPENDIX C

Change Management Process (CMP) Improvements — 11-26-01

Improvement Implementation Date(s)
Standard Naming Convention August 2001
Web Site Improvements October 2001

- Design

- Search Capabilities

CMP Process Improvements
- CR Clarification Meetings
- Meeting Distribution Package
- Meeting Minutes
- CR Tracking and Reporting Database

August — November
2001

- CR Project Management
Escalation and Dispute Resolution Process November 2001
- Process
- Web Site
Exception Process September 2001
OSS Interface 12 Month Development View November 2001

CLEC/Qwest Initiated OSS Interface CR Process

Qctober — November

- Process 2001
- Form
CLEC/Qwest Initiated Product and Process CR Process October — November
- Process 2001
- Form
PCAT Red-Line November 2001
Tech-Pub Red-Line October 2001
Point of Contact List October 2001
Established CMP Full Day Meetings October 2001

Prioritization of Qwest Originated OSS Interface CRs

August — November
2001

Introduction of New OSS Interface Ready when applicable
Web Tool to Support CLEC Comments on CRs November 2001
Retirement of OSS Interface Ready when applicable

Changes to an Existing OSS Application to Application
Interface

- Draft Technical Specifications Walkthrough

- CLEC Comment Cycle

- Final Technical Specifications

- CLEC Testing

Effective with IMA 10.0
Release

Changes to an Existing GUI
- Draft User Guide
- CLEC Comment Cycle
- Final User Guide

Effective with IMA 10.0
Release

02/13/2002
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0SS IMA EDI Versioning In Effect
Interface Testing Environment
- SATE In Place
02/13/2002
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